
In the 1990s, organisational knowledge was 

declared a major asset - the key to an organi-

sation’s sustainable competitive advantage. 

Kellen values managing and investing in 

knowledge as much as it values more tan-

gible assets, appointing knowledge teams 

to get as much value from organisational 

knowledge as possible.

As a premier association management 

company, Kellen’s employees manage as-

sociations in different industry sectors and 

professions and advise on varied topics. 

Individual associations may have different 

objectives, but they often face common chal-

lenges (dues, governance structure, member-

ship development, etc.) All associations can 

benefi t from existing expertise.  Kellen feels 

it is key to share knowledge within the com-

pany, making it accessible to all, and taking 

advantage of a cross-fertilisation approach. 

Knowledge is not just data and information, 

it derives from minds at work. In most cases 

it is not documented so organising the shar-

ing of knowledge is essential. 

Kellen uses various tools to accomplish this:

+ Monthly Knowledge Sharing Sessions: 

Colleagues with specifi c expertise in a 

sector or topic present views and experi-

ence to the rest of the staff. These sessions 

allow for brainstorming, encouraging the 

exchange of best practices.

+ Knowledge Matrix: Colleagues with par-

ticular experience are identifi ed, and can be 

called upon to maximum advantage when 

needed. 

+ Global Best Practices Manual: Topics 

such as contract procedures, client commu-

nications, service delivery, fi nancials, and 

insurance coverage are covered. A separate 

manual documents the more strategic 

knowledge of Kellen’s account executives. 

+ Global Business Groups: Members of all 

fi ve offi ces share information on specifi c 

sectors or topics (e.g. food, construction, 

PR, Marketing) ensuring that knowledge is 

shared globally. 

+ Leadership Conference: All 190 employees 

convene in Atlanta once a year for three 

days of extensive training, exchanging best 

practices and other skills. 

Throughout the years, Kellen has developed 

several tools to check the quality and ef-

fectiveness of its services. These tools adapt 

to associations’ evolving needs and help 

retain clients.

+ Association Survey: This is submitted 

yearly to the association’s President, Vice-

President, Board and Chairmen of working 

groups, aiming to:

a) evaluate the association’s satisfaction with 
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INFORMATION, IT DERIVES FROM MINDS 
AT WORK. IN MOST CASES IT IS NOT 
DOCUMENTED SO ORGANISING 
THE SHARING OF KNOWLEDGE IS ESSENTIAL.”



I must admit that staff reviews are not my 

favourite pastime. But really they are a bit 

like anything else on which I procrastinate. 

When I start the reviews I wonder why I 

delayed. Most of the time the reviews are 

interesting and even fun. I feel guilty when I 

am late in doing them. Guilt? Yes, because I 

know that good managers do staff reviews. 

That is what the text book says.

Over the years I looked at various models 

of staff reviews and eventually adopted one 

that I found reasonably satisfactory. Before 

getting on to my favourite model I will offer 

a few comments. I do not like checking 

performance against a job specifi cation. For 

a start, I appoint a person because I believe 

he or she can do the job. It seems redun-

dant to check to see if they are meeting a 

job specifi cation. I would have to wonder 

about my selection skills.  It is silly to wait 

for a year to tell someone that he or she 

is underperforming. It is better to do this 

as situations arise. The same applies if the 

person has done something really well. Not 

much point telling the person at the end 

of the year. You know how a dog has to be 

patted or reprimanded at the time of doing 

something?  Not much sense leaving that 

for a year. People are the same although 

I can do without my ear being licked by a 

grateful staff member. There is however, 

a similarity in the hangdog look of a staff 

member who has been reprimanded. 

Confession. I do not like appraisals if I do 

not like the character of the person. I have 

an aversion to staff members who believe 

every cloud contains a cyclone. I have a 

passionate dislike of staff who see problems 

not opportunities. Fortunately this has only 

happened with staff I have inherited so I 

can’t blame myself for poor selection. 

Returning to my favourite form of apprais-

als. Before the interviews I advise all staff 

that the reviews are about the future not 

the past. I have hopefully covered the last 

year as the year progressed. I ask them to 

think about their job description. I ask them 

to tell me in what ways they think the job 

has changed, or in which ways they would 

like it to change. We then have a discussion. 

If possible I tell them on the spot if any of 

their requests are possible.

The next part is to ask them how they think 

they can contribute more to the organisa-

tion. This links to the previous question 

about the job specifi cation. I ask in what 

ways the organisation could improve its 

performance in serving the members. This 

is often the most rewarding and creative 

part of the appraisal.

  

Lastly I ask staff members if they can 

suggest ways in which their job could be 

improved.  This links to the allowance I 

provide every staff member for professional 

development. (That is another story). 

After the appraisal I draft the report, give 

the draft to the staff member for agree-

ment or amendment, and then we both sign 

it. If all has gone well, the process ends on 

a positive note with the staff member ready 

and enthusiastic for another year.  
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the quality of services and their understand-

ing/perception of added-value functions ;

b) assess if the association’s needs have 

changed or will change allowing Kellen to 

adapt the value proposition to the new 

needs of the association

c) assess the effectiveness of the structure 

established between Kellen and the asso-

ciation (helping to provide the associa-

tion with value). 

+ Activities Management Report: The dedi-

cated team produces a quarterly manage-

ment report on the Secretariat’s activities 

with appropriate recommendations, to 

management 

+ Client Team Meetings: The dedicated 

team holds weekly internal meetings not 

only in order to allocate tasks and ensure 

the fi nalisation of all planned activities, 

but also to share experiences and best 

practices  

+ Ensuring high quality of output and 

deliverables: By sharing experience, best 

practice and any specialised training 

among staff employees, Kellen ensures 

that services performed are of excellent 

quality. High employee retention within 

Kellen also contributes to the high quality 

of deliverables. 

+ Examination of the Effi ciency and 

Effectiveness of Associations – the 

EuroConference: Kellen is organising the 

7th EuroConference on 28 February in 

Brussels (www.kelleneurope.com/eurocon-

ference) – a unique academic research and 

professional forum in Europe dedicated to 

examining and measuring the factors that 

affect the association’s effi ciency and to 

identifying best models of operation. For 

the fi rst time this year the EuroConference 

will  feature a plenary session, morning 

speakers and four afternoon breakout 

sessions on issues such as Governance, As-

sociation Advocacy, Operating Globally and 

Media Engagement. 

The knowledge and the quality tools 

developed by the Kellen Company ensure 

that Kellen achieves its mission: “to exceed 

client expectations through a commitment 

to excellence”. 




