
Km in Norwegian hospital  
The nurses in a Norwegian private hospital in Oslo wanted to solve a problem: how can we reduce the fear of patients 
going in to surgery? The idea came up: Invite the old patients for coffee and cake together with the new patients and let 
them talk. The surgeons were against, but the hospital decided to do a pilot test. It became a success! Both patient 
categories loved it and both nurses and surgeons agreed afterwards: the patients’ fear had been reduced. This would 
have been end of story had it not been for a KM manager with a holistic perspective. 
 
The KM manager felt that there might be more gains than fear reduction, so she made interviews asking “How did you 
notice that their fear was reduced?” Both nurses and surgeons answered that the patients asked fewer questions. The 
nurses added that they felt less need to give relaxation drugs. The KM manager wrote up and distributed the story and 
the surgeons agreed to continue. The KM manager saw to it that the new procedure was stored on the intranet and 
incorporated in the internal training for new surgeons and nurses. 
 

  
Knowledge flows created value was in all three categories of IC. Some of the value was financial, but the bulk was 
intangible: enjoyment, time savings and structural capital value in the form of new policies and procedures. 
 
K-flow 1. Ex-patients possess a unique knowledge and a unique credibility (they survived!) as a consequence of having 
had personal experience of the hospital process.  
K-flow 2. Ex-patients taught their knowledge to the new patients (an enjoyable experience for both parties),  
K-flow 3. supported by the structure (ability to produce a nice atmosphere, coffee & cake, cutlery, etc).  
K-flow-4. Due to their new knowledge the new patients lost their fears and reduced their demands on the nurses and 
surgeons, who saved time. 
K-flow 5. The new patients also reduced costs for support materials (drugs). 
K-flow 6. The surgeons shared their experiences with their colleagues and agreed to continue.  
K-flow 7. The coffee and cake meetings are stored as a new procedure for more complex surgeries. 
K-flow 8. The new procedure is taught to new surgeons and nurses. 
K-flow 9. The new procedure is shared via the network to all parts of the hospital – and also outside as a success story. 
K-flow 10. Thanks to the KM manager’s holistic perspective value was generated through the whole chain of IC. 
 
Every day, every hour, in every organisation knowledge flows create value, but the value creation remains unnoticed 
and the full value is rarely exploited, because the value tends to be intangible and it may turn up in unexpected places. 
Generally, people do not see the whole picture.  
 
Karl-Erik Sveiby 2007-08-09 

AA  KKnnoowwlleeddggee--BBaasseedd  VViieeww  ooff  tthhee  HHoossppiittaall  

SSuurrggeeoonnss  PPaattiieennttss  

SSuuppppoorrtt  ssttaaffff,,  
ssyysstteemmss  &&  
pprroocceesssseess  

VV

1100..  HHoolliissttiicc  ppeerrssppeeccttiivvee..    MMoorree  
vvaalluuee  wwaass  ccrreeaatteedd  tthhrroouugghh  tthhee  

wwhhoollee  ssyysstteemm..  

44..    TTiimmee  ssaavviinnggss  ffoorr  bbootthh  
ssuurrggeeoonnss  aanndd  nnuurrsseess.. 

22..  PPaattiieennttss  lleeaarrnn  ffrroomm  eeaacchh  ootthheerr..    

77..  TThhee  ppiilloott  tteesstt  iiss  
iinnccoorrppoorraatteedd  aass  aa  nneeww  
pprroocceedduurree.. 

99..  TThhee  nneeww  pprroocceedduurree  iiss  sshhaarreedd  
iinn  tthhee  IITT--nneettwwoorrkk  aanndd  ttoolldd  aass  aa  
ssuucccceessss  ssttoorryy..  

66..  SSuurrggeeoonnss  sshhaarree  ggiivvee  uupp  
tthheeiirr  iinniittiiaall  rreessiissttaannccee  aanndd  
sshhaarree  tthheeiirr  nneeww  KK  wwiitthh  
ccoolllleeaagguueess..  

88..  TThhee  nneeww  pprroocceedduurree  iiss  
ttaauugghhtt  ttoo  nneeww  ssuurrggeeoonnss  
aanndd  nnuurrsseess.. 

33..  SSuuppppoorrtt  ((ccooffffeeee  &&  ccaakkee)) 

55..  CCoosstt  ddeeccrreeaassee  iinn  
aaddmmiinniissttrraattiioonn  ((lleessss  ddrruuggss  
rreeqquuiirreedd))..  

11..  TTrraannssffeerr  ooff  KK  ttoo  ppaattiieennttss  
ppaattiieennttss  dduurriinngg  ssuurrggeerryy  ((tthhee  
eexxppeerriieennccee  ooff  bbeeiinngg  aa  
ppaattiieenntt))....  
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