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Tlﬁis story is about the Oakview community
health and social care team. | he team is
made up of lots of different health and
social care Pro{:essionals like nurses, social
workers and Phgsiotherapists. Theirjob IS
to work together to look after People living
in the local community. T his is the story of

what their knowlec}ge sharing looks like.

The story is dcsigned to illustrate a number of lessons
about how groups of People share know]edge. At these
Points you will find a box containing a short commentary
and some questions which could be used to encourage
lmow]cdgc sharing . At the end of the story you will find a
short summary of these lessons and some further details

about the qucstions.



T his is [eather. She works with members of
the Oakview team to look after Pcoplc living n

the local communitg.

Heather and her co”eagues often feel
overwhelmed 133 the context theg are working

in. | ots of the People t}-xeg look after are very
Poorlg, very unhappg and living In poverty.
SOme of them loud]g refuse the he]P and
suPPort that Heather and her co”eagues trg
to offer. lt’s casy for the team to feel a bit out
of their depth.

Dea]ing with mu]tiple cha”enges and issues can make it
difficult for groups of People to Prioritise what theg need
to know and how to access that knowleclgc. Questions to

he]P include “what is the biggest issue?” and “what do we

need to know?”




Every week [Jeather meets with her
co”eagues to talk about the People they are
looking after. ] hese meetings are a great
Place for Heather to get suPPort from her
co”cagucs and to geta rcpricve from the

difficult situations she is &ea]ing with.

]t’s not alwags casy to make it to the meeting
and Heather often finds herself scrambling n
at the last minute. But once she’s there she
usua”9 finds she doesn’t want to be angwhere
else because it’s such a goo& and suPPortive

Place to be.

Supportivc, safe spaces are an imPortant setting for
groups of People to share know]edge (inc]uding their
uncertainties, concerns and ideas) with one another.
Questions to help fostera suPPortive atmosphcre
include “what are we worried about?” and “what do we feel

about this issue?”



There’s something else that needs to make
it to the meeting before [1eather and her
co”eagues can start to share know]cdge.

T his is a folder that contains notes about
all of the Pcople that have been talked
about in Previous meetings. [f the folderisnt
there for any reason the team find it difficult
to remember who theg need to talk about
and what theg have alrea&g agreed to do.

Groups of PcoPlc often relg on documents as a way of
caPturing and summarising knowlcdgc. Some knowlcdgc
(lil«: thoughts and cxPcricnccs> is difficult to write down
and needs to be accessed in other ways. Qucstions to
hc]P include “how do we capture what we know?” and “how

do we share what we know?”




When everyone has made it to the meeting,
[Heather can focus on sharing knowledge and

information with her co”cagues.

Most of the knowledge that gets shared is about
the individuals listed in the folder. Although this
comes from different Places [Heather has noticed
that the most important knowledge always comes
from someone’s direct cxperiences of seeing the
person theg are ’ca”dng about. Hcatl‘ler knows
that if she shares this kind of knowledge it will
alwags be listened to and taken on board }39 her

co”eagues.

Direct cxpcricnccs are a Powchu] and imPortant source of

know]eclge. ThCSC can OVC!’T‘iClC valuab]e i(ﬂOWlCClgC ancl

information from other sources which could insPire groups
of PcoPle to clevcloP new ideas and solutions. Questions
to hc]P include “what do other Peop]c affected bg the

issue think?”, “what do we know about how to address this

issue?” and “have we dealt with a similar situation before?”



As well as sharing what theg have seen,
Hca’chcr and her co”cagues also share their
concerns and worries about the Pcoplc thcg
have visited. Sometimes [Jeather’s
concerns are so strong that one of her
co”eagues will quicklg offer to take their
OWwWn knowleclge and expcrtise out to the

person she is worried about.

Urxcasc and unccrtaintg (Hcathcr’s concerns and
worries) are a vital starting Point for sharing knowledge
and often encourage Peop]e to contribute their
‘mow]cdgc and exPertise to a discussion. ]t can be
difficult {Zorgroups of People to talk about their
uncertainties. A qucstion which could hclp is “what are we

worried about?”



Although there is often an air of calm
competence at the meetings, things dor’t alwa95

go smoothlg.

Sometimes discussions seem to go off at a bit of
a tangent and Heather isn’t sure what knowledge
s bcing shared or why. And often her co”cagues
are so full of ques’cions about the person theg are
cliscussing orideas to try that [1eather feels that
she is being bombarded. She finds it difficult to
handle so many ques’cions and suggestions
without gecling swampeé and a bit inadequa’ce,
even though she knows her co”eagues arcjus’c

trying to helP.

Curiosi’cg is an imPortarxt part of how PcoPlc share knowlcdgc
and whg they get involved in sharing i(rxowlcclge. Groups of
Pcople are sometimes so curious and keen to share ideas that
they share too much. | his makes it difficult to receive, make
sense of and use what is being shared. Questiorxs to help
include “what do we need to know to move forward?” and “how

do we use what we know to develop a solution?”



Heather has also noticed how difficult it is
forherand her co”eagues to bring other
People’s know]edge into their discussions. lt
sometimes feels riskg to bring in
Pers!:)ectives from other Progessionals in
case theg interrupt the relationships
Heather and her co”eagues have built with
the People theg are cliscussing.

Digcrcnt Pcrspcctivcs are imPortant when groups of

People are dealing with cha”enging situations (like how to
help someone with complcx needs). [t can be difficult for
groups of People to receive this type of know]cdgc
Questions to he]P include “who do we need to listen to?”

and “who else might know 5omct}1ing about this situation?”



Although [eather knows that there is
Probablg other knowledge that mig}':’c helP

her and her co”eagues to feel less out of

their depth, it all feels a bit distant and

difficult to access.

]F the imowleclge isn’t clirectlg about the
person theg are c!iscussing it's difficult for
[Heather to see how it mig}'xt help orto have
the motivation to go ]ooking forit.

'
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Knowledge from elsewhere can be a valuable source of
inspﬁaﬁonandidcaswhengyoupsoFPeopkzﬂetqﬁngto
work out how to deal with a cha”enging situation (]il«: how
to he]P someone with comPlex needs). [t can be difficult
&nyoupsofpeopkto1ookForﬂﬂsﬁ9PeoFknowkdge.
A cluestion to l‘nelP is “has anyone else dealt with a similar

situation?”




T!ﬁis storg has illustrated a number of
imPortant lessons about knowledge sharing. In
summary, the Oakview team are able to share
knowledge with each other because theg have
created a saFe) suPPortive space for sharing
knowleclge and are able to share their
uncertainties and worries with each other. Theg
are also curious and interested in one anothers
work and wi”ing to contribute know]ec]ge from

their own experiences.

The team also faces a number of cha”enges
when trying to share knowle&ge. T he complex
setting that theg work in makes it difficult for
them to identi@ what theg need to know and to
use that knowledge. ]t is also difficult for team
members to receive different Perspectivcs and

to access and usc i(ﬂOWlCC!gC {:rom CISCW!‘ICFC.

One way of dealing with these and other
cha”enges is to ask questions like those shown
in the boxes on the Previous pages. These
questions have been cﬂesignecﬂ to help groups
of People to share knowle&ge when theg are
dealing with difficult situations where there are
no clear answers (such as how to help someone
with complex needs). | he questions focus on
helping groups of People to think and talk
about their main area of concern, what they do
and don’t know and how thcg will access and
use knowleége to address the situation theg
are clca]irxg with.

I or details of where you can find out more
about these knowledge sharing questions
Please turn thc Pagé.
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