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1. Our Business

A High Risk Environment

2. The Role of Knowledge Management
Managing the Risks

3. Why Semantics Matters
Finding the right answer
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A High Risk Environment
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Shell is involved in a wide range of business activities

m Sales and marketing m Exploration
M n ) ) ‘E’ Customers (@/h ‘\@’-.

Retail Lubricants Aviation Power B2B & Retail Exploring for oll Exploring for oll

|| | and gas: offshore  and gas: onshore
m Transport and trading w*w m Development and extraction

bl e RAR ey & + =

Liquefying gas Shipping Regasifying Supply and Developing Producing oil Extracting
by cooling (LNG) and trading (LNG) distribution fields and gas bitumen

Manufacturing and energy production

Upgrading Refining oil into Converting gas Producing Producing Generating
bitumen fuels and lubricants into liquid products petrochemicals biofuels power
(GTL)
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Shell has always pushed the boundaries ....
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Name Troll A Platform Q1 Tower Petronas Towers
City Troll Gold Coast QLD Kuala Lumpur KL
Country offshore Australia Malaysia
lustrster Jorge Cuitlahuac Patrick Griffin Bagqthier Sari
Status built built built
- Built 1995 2005 1998
United == Floers 78 88
{ingdmm Ante:’: industrial residential office
Spirz 472 m 3225m 452 m
Raof 275 m
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https://youtu.be/d9w59dYL3w8
https://youtu.be/d9w59dYL3w8

Shell successfully imagines, designs and delivers huge scale
engineering projects
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The Role of Knowledge Management i <] M

Managing the Risks
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Making knowledge available to others when they need it can save
tens of millions of dollars

Altaf’s Challenge ....

Itaf

he Creator

Process Engme r
Houston, USA

YEARS AT SHELL

S years (experienced hire)
PERSONALITY TRAITS
Organised

Knowledgeable

Data and knowledge driven

Curious

Hard working

FIRST LANGUAGE
* Arabic

OPERATING LANGUAGE
« English

MOTIVATIONS

* Wants to be known as credible
engineer

.

Wants to know who can help him
with a technical query

Is proud of being part of a ground
breaking project

TECH COMFORT LEVEL

el [

Phone
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DEVICES

iPad

FREQUENT INTRANET USE

the Franklin Petrochemical Project. He’s
pnsible for technical design of utilities

Shell codes and standards

Researching wider company such as
corporate values and group strategy

Searching for background and
context

Community forums, to make sure he
has the right knowledge at hand

9 m

Laptop  Desktop Audio Text

MEDIUMS

®© @ s &

PAIN POINTS

« Shell’s shift to digital coupled with
limited access means valuable
information can be lost

Search functionality is not great and
needs to be addressed

50% of the time the search leads you
down a rabbit hole

Too many channels, too much
content

COLLABORATION

video intranet  Forums F2F Email

v’
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Knowledge Management supports Shell Strategy (target: $1 billion
value by 2020)...

KNOWLEDGE MANAGEMENT
“ i Measur ed “ Content “ KM
Shell KM Value _ Elements
Strategy ;
Lessons
KM supports .... through value delivery .... by connecting people ... by implementing the
achievement of Shell’s in the short and long term  to validated content, key integrated, standard
Aspired Future and for individuals and the people fo experts, and scalable elements
Winning Capabilities organisation ..... supporting collaboration  (e.g. tools, workflows,
........ and the capture and re-  behaviours, metadata)

use of lessons .....
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Knowledge Management supporting continuous improvement

DEFINE
KM ‘bridges’ gaps of knowledge over time, GOOD
geography and organizational / business boundaries. (e o oo

looke like) and

120

Performance Company X
- —_— 100 Closing the GAP with world
el (Y~ S e podorerce INSIGHTS BUILD
renticing . AN e
performance ’ e (_:oriinuot;le!y Structure CAPABILITY
ke improve Build required
Internal performance differences stondard based on izizeis capability (e.g.
. infernal and Exper‘ts skills
between csets / projects externdl insights ution, services)
- P Performance Asset 2
Underslc:dlng outlers in R Raising the bar on performance
perormance | T —— N J e snnaniaa e " / Operational Excellence

20

SUPPORT
o Provide expert

R R R R Y N R R g o H H e -
KSR GG . K. SO . AR . x”?Px“ﬁ FF u_dnoebsupfnn

Shell uses KM to create a number of key vehicles to
support continuous improvement by making different types
of critical knowledge available at the moment of need.
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KNOWLEDGE MANAGEMENT IN NUMBERS  awgust 2019
YRAK

KM Success Stories
Cumulative
Value
$470m

126 Nowors® EEYIIYNI 074 BXeERTS

T o e SINGLE N
60,474 | 581,092 ENOYY: Q

POSTS DX | VIEWS <® BNe@IX g
BUILT & A ¢
>16,000 N4 LAUNCHED
]] PEOPLE FILLING IN THEIR % M 2 84
EXPERTISE PROFILES
>80% completed KM SUCCESS ] 2 F U N CTI O N S

KNOWLEDGE REPOSITORY

STORIES

IMPLEMENTED $270m

2017 $250m

$117m $230m

$210m

8 3 DISCIPLINES / COMPETENCIES / $190m

PROCESSE $170

LOUD CAMPAIGNS $130m |
4,800 $110m
KNOWLEDGE o o o $90m |
?LIJDIEI?CI;SJEI\IIDIU\EI?H > EJOJ LESSONS CAPTURED >9 5 00 MANAGEMENT 00 $70m |

4 MEETINGS HELD <~ > $50m

CAUSAL LEARNING, 3001000 2014 & 2015 | $30m

LESSONS LEARNED & AARs SRS OEIS NSy [P >40,000 cups oF coFFEe CONSUMED 527m $10m




Improving Business Decisions
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What are we currently doing?

-,
Semantic Search POC - using pOOIparty
What has been done before?

Who can help me?

(w/mt is the best way to dewater sludge Q)

from an ethylene cracker?

Knowledge Exploration:
Synonyms
Broader / narrower / related

What does GOOD look like? Where can | get support?
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What is needed to make it work?

m |t is linked to the Business’s Bottom Line - define a clear Use-Case

m Start small, but it needs to be scalable; with Technology to support it.

m It's not just about structuring Data; It's about Knowledge and the knowledge needs to come to life!

m Partnering with a great UX

m |It’s all about trusting that the answer is correct.

m Access and integration across different platforms

m Data Science competence needs to work hand in hand with Business Domain proficiency and Enterprise

Architecture expertise.

Copyright of Shell International B.V.
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Conclusion

1. Our Business is a high risk environment: Complex and Hazardous
2. Knowledge Management helps us manage these risks

3. Semantics can help to save lives!
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Questions and Answers







