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Macroprocess

1. Knowledge Management

Objective

Scope

To guarantee the ongoing and collaborative development, effective coordination and shared use of knowledge on agricultural and rural 

development at the hemispheric level and management at the organizational level.

Hemispheric level.

Technical-regulatory and implementation actions.

Centralization at strategic levels and at Headquarters

Decentralization at the tactical and operational level, by region and country.

Imputs OutcomesProcesses

1.1 Institutional Knowledge Management.

1.2 Institutional Knowledge Management Support Services.

Back to 
index

Back to 
index

Back to 
index

Human Capital (People who contribute skills, 

experiences and creativity, as well as 

organizational values, culture and philosophy)

Relational Capital (Knowledge exchange 

between IICA, its clients and key stakeholders 

within its ambit)

Structural Capital (Organizational knowledge 

captured in plans, projects, reports, databases, 

methods, processes and institutional documents; 

and knowledge on innovation, included in 

research, new models and sectoral intelligence)

Effective coordination of knowledge at the 

hemispheric and institutional levels.

Generation of knowledge on strategic matters at 

the hemispheric and institutional level.

Increase in IICA’s intellectual capital  

Integrated and strengthened technical 

cooperation
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Process

1.1 Institutional Knowledge Management

Objective

Scope

Identify, generate, preserve and disseminate tacit and explicit knowledge that is critical to the development of hemispheric agriculture and 

rural well-and to the strengthening of the Institute.

Hemispheric level.

Technical-regulatory and implementation actions.

Centralization at strategic levels and at Headquarters

Decentralization at the tactical and operational level, by region and country.

Specific Policies 

and rules
1. Must comply with the guidelines and directives issued by the Inter-American Board of Agriculture (IABA).

2. Convention on IICA & IICA regulations.

Information 

Systems
Webpage – Intranet – Databases – Emails – Online Education Platforms – Collaborative work environments – File sharing tools – 

Resources to facilitate communication, discussion and collaboration.

Indicators

• Percentage variation in the identification of knowledge sources for the Institute.

• Percentage variation in knowledge that has been generated, based on needs.

• Percentage of knowledge stored, based on requests.

• Percentage of knowledge transferred, in keeping with requests.

Back to
index

Back to
index

Back to
index

Products

Sources of knowledge identified (IICA knows who knows).

Knowledge developed as needed.

Protected knowledge

Transferred knowledge.

Background information Reference material

• Current Human Capital.

• Current Relational Capital.

• Current Structural Capital.

• IICA’s Strategic Plan.
Imputs
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1.1 Institutional Knowledge Management 

IN
V

O
L

V
E

D

Senior Management (SM) (Director General, Deputy Director General, Chief of Staff, Directors)

Organizational Units (OUs)

Center for KMHC Services (CKMHCS)

Technical Cooperation Programs (TCP)

START

SM/OU
1- Identification of 
Knowledge. (Ob1)

Back to
index

Back to
index

Back to
index

END

OU
2- Generate of Knowledge (Ob2)

OU
4- Knowledge Transfer. (Ob4).

OU
3- Systematize and Storage of 

Knowledge. (Ob3)

Ob1: The process to identify knowledge is 
continuous and is undertaken by all OUs. If this is 
new knowledge, the SM prioritizes the knowledge 
requirements.

Ob2: Knowledge generation is undertaken by all 
organizational units.
Knowledge is generated collaboratively, via internal 
and external networks.

Ob 3: The databases that are managed by the 
KMHC (based on Subprocesses 1.2.2, 1.2.2, 1.2.3, 
1.2.4), the LIAPU, or by each of the Directorates of 
the Institute, are mechanisms for knowledge 
systematization and storage, but each OU is also 
responsible for storing information within its scope 
of activities.

Ob4: Knowledge transfer is tacitly undertaken in all 
of the MPs, but explicitly in SPro 1.2.1 of MPR 1, 
and  

MPR 2MPR 2
MPR 9.MPR 9.

https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf
https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf
https://repositorio.iica.int/bitstream/handle/11324/8690/MAN_9_MHC.pdf
https://repositorio.iica.int/bitstream/handle/11324/8690/MAN_9_MHC.pdf
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Process

1.2 Knowledge Management Support Services.

Objective

Scope

To provide operational services to support IICA’s knowledge management.

Hemispheric level.

Technical-regulatory and implementation actions.

Centralization at strategic levels and at Headquarters.

Decentralization at the tactical and operational level, by region and country.

Specific Policies 

and rules
1. Must comply with the guidelines and directives issued by the Inter-American Board of Agriculture (IABA).

2. Convention on IICA & IICA regulations.

Information systems
Webpage – Intranet – Databases – Emails – Online Education Platforms – Collaborative work environments – File sharing tools – 

Resources to facilitate communication, discussion and collaboration.

Indicators

Percentage fulfillment of online training requests and needs.

Percentage of horizontal cooperation experiences that have been systematized.

Percentage fulfillment of requests for reference material by the DIU of the CKMHCS.

Percentage fulfillment of requests for reference material by the OML.

Percentage of available and updated reference material on the library system platforms.

Number of available and updated databases on the SIDALC Alliance platform.

Percentage fulfillment of reference service requests at the OML.

Percentage fulfillment of reference service requests at the DIU of the CKMHCS.

Process Subprocess

1.2.1  Online Training

1.2.2  Horizontal Cooperation

1.2.3  Management of Reference Material

1.2.4  Database Administration

1.2  Knowledge Management Support 

Services. 

Back to
index

Back to
index

Back to
index

1.2.5  User support
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Subprocess

1.2.1 Online Training

Objective

Products

To facilitate knowledge transfer, through the design, management and provision of online training, both for external beneficiaries, as well 

as for IICA staff.

Courses, forums and online spaces developed for knowledge systematization and transfer.

Fulfillment of online training requests and needs. 

Online course participants who have acquired new knowledge and skills.

Course certificates issued.

Background information Reference materials

• Online training requests and 

requirements.

• Participants in online courses.

• Current online courses.

• Virtualization Kit. (Guidelines for working with consultants, course structure guide, 

methodological guide for videos, reference standards, Graphic Identity Manual, Filezilla 

Manual, Ppt. Template).

• Online course request form

• Standard Course Code system

Imputs

Back to
index

Back to
index

Back to
index



CKMHCCKMHC MixedMixed CommentsComments

MixedMixed CommentsComments

CKMHCCKMHC MixedMixed CommentsCommentsParticipantParticipant

CKMHCCKMHC MixedMixed CommentsComments

CKMHCCKMHC

ParticipantParticipant

ParticipantParticipant

ParticipantParticipant
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1.2. Knowledge Management Support Services

1.2.1 Online Training

IN
V

O
L

V
E

D

Center for Knowledge Management and Horizontal Cooperation (CKMHC)

Training Unit (TU)

Specialist Support Team (SST)

Tutors (Ts)

Participants (Ps)

Organizational Units (OUs)

External Unit (EU)

Financial Division (FD)

E-Learning Platform (ELP)

Electronic Payment Platform (EPP)

START

11

11

TU/ MCKMHC / SST/ OUs
1 – Design online courses

Back to
index

Back to
index

Back to
index

Ob1: The online course application 
form must be completed through the 
link provided. External applicants 
should send their applications through 
the relevant organizational entity

Ob2: Its integration may require the 
reassignment of IICA´s internal staff 
responsibilities and/or  hiring new staff, in 
which case reference should be made to Macro-
process 9. Human Capital Management. The 
hiring of external services may also be 
required, in which case the reference is Macro-
process 12. Recruitment and Services 

Management.

Ob3: The Manager of the CKMHCS will 
participate in any negotiations and 
coordination efforts with the Delegations and 
strategic partners when required. 

Ob4: The Manager participates in the approval 
of negotiations and coordination efforts with 
the Delegations and strategic partners.

TU/ MCKMHC / SST/ OUs
1.1 Identify online training needs and 

requirements.

TU/ MCKMHC / SST/ OUs
1.2 Request support in designing and   managing 

online training.
(Ob1).

TU/ MCKMHC 
1.3 Receive requests for 

support services.

TU/ OUs
1.4 Analyze technical requirements and 

conditions for online training.

TU/ MCKMHC / SST/ OUs
1.5 Establish teams of specialists and 

strategic partners to design and 
implement online courses.(Ob2)

 TU/ MCKMHC/ SST/ OUs
1.6 Define the work schedule and 
roadmap for online courses. (Ob3)

TU/ SST/ OUs
1.7 Design online training and teaching 

material, in accordance with 
requirements.

MCKMHC/ TU/ SST/ OUs
1.8 Review and validate the online 

products that have been developed. 
(Ob4)

TU/ OUs
2. Organize the implementation of 

online courses

TU
2.1 Determine if there is a need to design 

or to modify the existing E-Learning 
platform.

TU
2.3 Manage the design of or 

adjustments to the E-Learning 
platform (Ob5).

TU
2.2 Does an E-

Learning platform 
need to be designed 

or modified?

33

TU/ SST/ OUs
2.4 Compile materials on the online 

platforms. 

YES

33

22

NO

22

Ob5: The platform administrator can make 
adjustments if necessary. If a design is needed 
it must be handled through process 10.2 
Application Operations. (Macro-process 10. 
Information and Communications 
Technologies).

Ob5: The platform administrator can make 
adjustments if necessary. If a design is needed 
it must be handled through process 10.2 
Application Operations. (Macro-process 10. 
Information and Communications 
Technologies).

TU/ SST/ OUs
2.5 Recruit tutors for the online 

course. (Ob6)

Ob6: The Support Team of specialists are in 
charge of suggesting the tutors for the courses 

and carrying out the recruitment process. 

TU/ SST/ T
2.6 Determine if the online tutors will 

need training. (Ob7)

Ob7: The team of specialists can make a 
decision as well as the tutor himself.

TU
2.7 Will the online 

tutors require training? 
(Ob8).

Ob8: The team of specialists is included since 
they can give support in training the tutor.

TU
2.8 Prepare training sessions for the 

online tutors.

YES

TU/ T
2.9 Train the online tutors.

TU/ T
2.10 Evaluate the training provided 

and the participating tutors.

55

NO

55

MCKMHC / TU / OUs
3.1 Announce the opening of the online 

courses, pursuant to Macroprocess 2.

MCKMHC / TU / OUs
3.1 Announce the opening of the online 

courses, pursuant to Macroprocess 2.

TU/ SST/ OUs
3.2 Manage the enrollment of 

students and course 
participants. (Ob9)

P
3.3. Complete online 

registration for the course.

Ob9: It includes the review of e-mails.

P
3.4 Will the participant 

have to pay for the 
course? (Ob10)

P
3.5 Pay for cost of course or 

certificate, via the e-payment 
platform. 

YES

P
3.7 Participate in all stages of the 

course.

Ob10: The course is financed by an 

entity or IICA.

ELP
3.6 Has the course or 
certificate been paid 

for?

ELP
3.11 Issue certificate of 

participation

COURSE

END

ELP
3.8 Were the course 

requirements fulfilled? 
(+80% pass)

YES
P

3.9 Would you like to 
request a certificate?

YES

CERTIFICATED

NO

NO

MCKMHC / TU / OUs
3- Promotion and delivery of online 

courses.

P
3.10 Is payment 

required for
 certificate?

YESNOBB

BB

AA

AA

NO

https://repositorio.iica.int/bitstream/handle/11324/8691/MAN_10_ICT.pdf#Pro%2010.2
https://repositorio.iica.int/bitstream/handle/11324/8691/MAN_10_ICT.pdf#Pro%2010.2
https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf
https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf
https://repositorio.iica.int/bitstream/handle/11324/8690/MAN_9_MHC.pdf
https://repositorio.iica.int/bitstream/handle/11324/8690/MAN_9_MHC.pdf
https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf
https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf
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 Subprocess

1.2.2 Horizontal Cooperation

Objective

Products

Facilitate the exchange of capitalizable knowledge and experiences between IICA and its strategic partners.

Knowledge and experiences generated and transferred through horizontal cooperation.

Updated horizontal cooperation networks.

Systematized horizontal cooperation experiences.

Background information Reference materials

• Horizontal cooperation 

requirements and opportunities.

• Knowledge systematization and 

transfer mechanisms that have 

been developed.

• Capitalizable knowledge and 

experiences of IICA and its 

strategic partners.

• Horizontal cooperation networks

• Knowledge Management Model

• Knowledge Map

• IICA’s Strategic, Tactical and Operational Plans

Imputs

Back to
index

Back to
index

Back to
index



CKMHCCKMHC OUsOUs MixedMixed CommentsComments

CKMHCCKMHC OUsOUs MixedMixed CommentsComments

Manual de Procesos                                                                                                       

Gestión del Conocimiento

MPR-1-003

Versión: 19.11.2020

1.5 Servicios de apoyo a la gestión del conocimiento.

 1.5.2 Cooperación Horizontal.

IN
V

O
L

U
C

R
A

D
O

S

Centro de Gestión del Conocimiento y Cooperación Horizontal ( CGCCH )

Unidad de Cooperación Horizontal ( UCH )

Entidades Organizativas del IICA ( EO ) 

Entidades Externas ( EE ) 

Unidad de Comunicación ( UC )

Unidad de Información GCCH ( UI-CGCCH )

START

Back to
index

Back to
index

Back to
index

MCKMHC / HCU
1-Submit a request to begin the 

systematization of that year’s experiences.

HCU
1.1 Review the data collection form and send 

to the OUs.

OUs
1.2 Send the HCU the completed form, listing 

potential actions for systematization.

HCU
1.3 Review the information on the form and 

also add other experiences identified in 
IICA’s action reports (SUGI).

HCU
1.4 Identify and select actions to be 

systematized and send the systematization 
form to the OUs.

OUs
1.5 Complete the systematization form.

11
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1.2 Knowledge Management Support Services

1.2.2 Horizontal Cooperation

IN
V

O
L

V
E

D

Center for Knowledge Management and Horizontal Cooperation (CKMHC)

Horizontal Cooperation Unit (HCU)

IICA Organizational Units (OUs)

External Entities (EEs)

Communication Unit (CU)

KMHC Information Unit (IU – CKMHC)

END

HCU
1.7 Send the information for editing and 

translation, pursuant to Process 13.5 
Language management.

HCU
1.7 Send the information for editing and 

translation, pursuant to Process 13.5 
Language management.

IU – CKMHC/ TU
1.8 Upload the information to the 

repository; share and disseminate it, 
pursuant to MPR 2, Process 2.2 

Dissemination and Mass Media 
Exposure.

IU – CKMHC/ TU
1.8 Upload the information to the 

repository; share and disseminate it, 
pursuant to MPR 2, Process 2.2 

Dissemination and Mass Media 
Exposure.

HCU
1.6 Adjust the format of the successful 

experiences.

11

https://repositorio.iica.int/bitstream/handle/11324/8697/MAN_13_SSIDR.pdf#Pro%2013.5
https://repositorio.iica.int/bitstream/handle/11324/8697/MAN_13_SSIDR.pdf#Pro%2013.5
https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf#Pro%202.2
https://repositorio.iica.int/bitstream/handle/11324/8701/MAN_2_CI.pdf#Pro%202.2
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Subprocess

1.2.3 Management of reference documents

Objective

Products

Guarantee the acquisition, storage, preservation and effective organization of IICA’s reference document collection.

Background information Referene materials

• Requests for reference material.

• Existing reference document 

collection.

• Existing platforms and databases.

Classification and cataloging manual for reference documents.

Collection Management Policy

Imputs

Back to
index

Back to
index

Back to
index



LibraryLibrary MixedMixed CommentsComments

LibraryLibrary MixedMixed CommentsComments

LibraryLibrary MixedMixed CommentsComments

LibraryLibrary MixedMixed CommentsComments
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1.2 Knowledge Management Support Services

1.2.3 Reference Document Management

IN
V

O
L

V
E

D Librarian (L)

Library Assistant (LA)

User (U)

IICA Organizational Unit (OU)

CATIE Organizational Unit (COU)

START

33

33

LA / L/ U / OU/ COU
1 – Procurement and receipt of 

reference material.

Back to
index

Back to
index

Back to
index

Ob1: Determine the condition of the 
material that is received.

LA / L/ U/ OU/ COU
1.1 Receive purchase requests or 
reference material (donated or 

produced by the organizational units). 
(Ob1) 

L
1.2 Approve or reject the purchase or 
inclusion in the reference collection of 
material donated or produced by IICA 

or CATIE. (Ob2)

L/ LA
1.5 Analyze needs to determine an 
alternative course of action.  (Ob3). 

L/ LA
1.7 Process donation or exchange, by 

request(Ob4).

Ob2: Verify if the material already 
exists in the current reference 
collection. Determine whether it meets 
the selection criteria of the Library and 
consider recommendations from the 
technical staff, the Library Assistant 
and students, ensuring compliance 
with the collection management policy.

LA
1.3 Was the purchase or 

inclusion of reference material 
approved?

LA
1.6 Determine the required 

course of action. Is it a 
donation-exchange or

 will the document have
 to be located?

END

LA
1.4 Report that the material has 

been rejected or discard it, as 
applicable.

NO

YES
Ob3: Verify if the material already 
exists in the current reference 
collection. Determine whether it meets 
the selection criteria of the Library and 
consider recommendations from 
technical staff and students.  If the 
document is a duplicate, store in the 

passive collection (warehouse). 

11

11

Ob4: In some cases, an agreement will have to be 
signed.

LA
1.10 Receive or exchange reference 

material, as applicable.

Donation or
exchange

LA
1.9 Arrange to purchase reference 

material, via the Administrative Services 
Division. (Ob5)

Ob5: Proceed to Process 12.1.3 Identification of 
Purchase Method

L/ LA
1.11 Record any incoming or outgoing 

material in the relevant modules. (Ob6)

Location

Ob7: Review and edit existing records, in line with 
policies and international regulations to ensure the 
quality of the metadata.

L/ LA
2- Undertake technical procedures to 

process the reference material and 
standardize the metadata for the various 

platforms and databases.

Ob8: Record and input metadata in the respective 
work sheets, based on the document type, file link, 
images and organization of digital resources. The 
document should be linked to and stored in the 
institutional repository.

L
2.5 Classify the reference material 

that was received. (Ob11)

LA
2.6 Label and transfer the 

reference material that was 
received to the circulation area. 

(Ob12)

44

LA
3- Store and organize the 

reference collection. (Ob13)

44

LA
3.1 Review the content of the 

collection.

LA
3.3 Transfer duplicated 

documents to the passive 

collection.

L/ LA
3.4 Assess the relevance and 

physical condition of the 
collection, in keeping with the 

library’s storage policies.

L/ LA
3.5 Is there a need for 
general cleaning or 

purging of 
material? 

LA
3.6 Clean shelves, books and 

magazines.

LA
3.7 Identify damaged documents 

and arrange for repair.

LA
3.8 Identify and report any 

deficiencies in technical processes 
to locate the document.

Cleaning and General
Organization

Purging process

Ob13: Review documents in the collection to 
ensure they are correctly located and in good 
physical condition.

88

LA
1.8 Manage process to locate material at 

publishing houses and institutions.

L
2.1 Standardize information on authors 
of documents and reference material.    

(Ob7)

L
2.2 Register paper-based documents, 
physical or digital resources. (Ob8)

L
2.3 Catalog document resources. (Ob9)

Ob9: Analyze the content of the documents and 
identify metadata, based on the established 
catalogue codes.

L
2.4 Index key words and summaries 

(Ob10)

Ob10: Analyze the content to identify the subject 
areas in the document and to assign the relevant 
descriptors.

Ob11: Classify the document, in accordance with 
the established systems (LOCAL, AGRIS, 
DEWEY).

Ob12: Duplicate physical material should be 
transferred to the passive collection (warehouse).

LA
4.1 Analyze the passive collection.

Ob17: Material definitely determined 
to be missing or selected for disposal 
should be excluded from the system.

LA
4.2 Discard material.

66

66

LA
4.4 Start the donation process.(Ob15)

L
4.5 Obtain approval from the 

Administrative Committee of the Orton 
Commemorative Library (Ob16)

L
4.6 Prepare a minute of the waste 

handling.

L
4.7 Send the minute for approval to the 
Directors General of IICA and CATIE.  

Ob15: Collaborate with other 
institutions to donate the documents 
(National Networks, Technical 
Colleges, etc.).

Ob16: Administrative Committee of 
the Orton Memorial Library, 
consisting of staff designated by IICA 
and CATIE.

Ob6: Update catalogs to reflect existing collection 
and stamp material, as required.

L/ LA
3.2 What type of 

activity is
 required?

Evaluation

Transfer Recovery

LA
4.8 Documentary resources are  removed 

from the Library. 

88

77

77

LA
4- Begin the process to purge books 

and magazines.

AL
4.3 Start the approval process for waste 

handling.

L/ LA
5- Recovery of the institutional 
memory and management of 

portals.

L/LA
5.1 Identify collections to be 

digitalized or for which records 
must be completed.

LA
5.2 Scan or edit physical 

reference documents. Ob14: Any publications whose files 
are incomplete should be scanned 
and placed in the institutional 
repository.

L
5.3 Upload files and complete 

metadata records in the 
repository and the other related 

databases. (Ob14)

22

22

L
4.9 Update inventories and 

databases (Ob17)

AA

AA

https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf#Spro%2012.1.3
https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf#Spro%2012.1.3
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Subprocess

1.2.4 Database Management.

Objective

Products

Guarantee the quality, functionality and relevance of document databases that are necessary for knowledge management.

Functional, relevant, complete and updated databases.

Needs and requests for improvement and adjustment of databases have been addressed.

Background information Reference materials

• Requests for database 

improvements or adjustment.

• Existing databases.

• Current platforms.

• Data registration and exchange protocols, according to platform.
Imputs

Back to
index

Back to
index

Back to
index
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1.2 Knowledge Management Support Services

1.2.4 Database Management

IN
V

O
L

V
E

D

Strategic Management Team (SMT)

Center for Knowledge Management and Horizontal Cooperation (CKMHC)

Center for KMHC Services (CKMHCS)

Information and Documentation Unit (IDU)

IICA Organizational Units (OUs)

External Entity (EE)

START

IDU/ MCKMHC / CKMHCS
1-Schedule activities to assess the 

quality of databases. (Ob1)

Back to
index

Back to
index

Back to
index

Ob1: On an annual basis, schedule activities to verify the quality of the 
databases, as well as to update directories, adjust the due dates of automatic 
reports, import professional profiles, import metadata and to update IICA 
profiles. 

Ob2: Requests may be received by any organizational unit but must be 
forwarded to the Information and Documentation Unit via a form, so that they 
may be processed in a consistent manner.

END

IDU/ EE
2-Receive requests to update or adjust 

databases. (Ob2)

IDU/ CKMHC/ EE
4-Determine database correction or 

updating requirements. (Ob4)

Ob3: At the very least, the functioning, relevance, accuracy and completeness of 
the databases must be verified, in accordance with the annual programming of 
activities.

IDU/ OUs/EE
3-Assess the quality of the databases 

(Ob3)

Ob4: Needs are identified based on requests received and the quality 
assessment undertaken.

IDU/ CKMHC/ OUs
5-Update the databases. (Ob5)

Ob5: Databases are updated in accordance with the schedule defined in activity 
1 and based on the needs identified in activity 4.

IDU/ OUs
6- Inform the relevant parties that the 

databases have been updated.

IDU/ OUs/EE 
7- Back up the platforms. (Ob6)

Ob6: Perform backups on a weekly or biweekly basis, based on annual 
programming.MCKMHC/ CKMHC

8-Make adjustments to or 
improvements in the platforms. (Ob7) Ob7: This is carried out in accordance with annual programming or requests 

received.
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CKMHCCKMHC Information technologyInformation technology CommentsComments
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1.2 Knowledge Management Support Services.

1.2.4.1 Procedure to Update the Learning Management System

IN
V

O
L

V
E

D Center for Knowledge Management and Horizontal Cooperation (CKMHC)

Training Unit (TU)

Horizontal Cooperation (HC)

Delegations (Ds)

Information Technology (IT)

START

TU
1-Researching of new modules to support the development of 

resources and activities for the courses offered by IICA.

Back to
index

Back to
index

Back to
index

TU
2-Local installation of the new version of the LMS (LMS test version)

TU
3-Ensuring the functioning of the new modules in the LMS test 

version.

TU
4- Assess the performance of the new modules that have been 

developed, by reintroducing “real” courses in the LMS test version. 

11

11

TU
5- Send IT the updated list with the modules that have already been 
installed in the active version of the LMS and the new modules that 

require installation.

TU
6-Insert advisory messages on the active version of the LMS to advise 

participants that maintenance activities have begun.

IT
7-Update the server with the new 

version of the LMS.

TU
8- Ensure the normal overall functioning of the LMS, the courses and 

other processes that have been implemented (eg. the payment process), as 
well as the functioning of the new modules that have been installed.

TU
11- Resolve any problems from the LMS end (front 

end).

IT
12-Review and take any necessary 
actions on the server (back end).

TU
13- Open the LMS to begin the new year.

END

TU
9- Is there any error 

on the platform?

TU
10- Can the error be 

resolved from the LMS 
(front end)?

NO

YES
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1.2 Knowledge Management Support Services

1.2.4.2 Procedures to Update Platforms

IN
V

O
L

V
E

D Center for Knowledge Management and Horizontal Cooperation (CKMHC)

IT Specialist (ITS)

Information Technology (IT)

Tropical Agricultural Research and Higher Education Center (CATIE)

Administrative Services Division (ASD)

START

ITS
1-Update certificates, domain names, 

licenses and subscriptions.

Back to
index

Back to
index

Back to
index

ITS
1.1 What type of 
updating do the 

platforms
 require?

Renew security certificate.

Renew website domain
 name registration.

Renew platform for remote access
 to international DBs.

Renew handle for the
 repository.

Renew annual subscription to
 international journals.

ITS
2-Update (annually) or purchase (every three 

years) a digital certificate.

ITS
3-Renew domain name registration – SIDALC 

(5 years) and Agriperfiles (5 years.)

ITS
4-Renew cloud server subscription (annually).

ITS
5-Renew the handle (every 5 years).

ITS 
6- Undertake annual renewal and payment in 

relation to negotiations with publishing 
houses (each year).

IT/ ITS / CATIE / ASD
7- Ask ICT to generate a certificate code.

IT / ITS / CATIE/ ASD
8-Update the platforms, as required, in 

accordance with Spro 10.2.2 of 
Macroprocess 10.

IT / ITS / CATIE/ ASD
8-Update the platforms, as required, in 

accordance with Spro 10.2.2 of 
Macroprocess 10.

IT / ITS / CATIE/ ASD
9- Submit purchase request via GED 
(MP 12-1) or the CATIE system, as 

applicable. 

IT / ITS / CATIE/ ASD
9- Submit purchase request via GED 
(MP 12-1) or the CATIE system, as 

applicable. 

IT / ITS / CATIE/ ASD
10- Make payment, pursuant to Process 

11.1.

IT / ITS / CATIE/ ASD
10- Make payment, pursuant to Process 

11.1.

END

https://repositorio.iica.int/bitstream/handle/11324/8691/MAN_10_ICT.pdf#Spro%2010.2.2
https://repositorio.iica.int/bitstream/handle/11324/8691/MAN_10_ICT.pdf#Spro%2010.2.2
https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf#Pro%2012.1
https://repositorio.iica.int/bitstream/handle/11324/8698/MAN_12_MCS.pdf#Pro%2012.1
https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf#Pro%2011.1
https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf#Pro%2011.1
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Subprocess

1.2.5 User services

Objective

Products

Ensure satisfactory attention to users of reference services, the virtual library and service platforms.

Satisfactory fulfilment of reference services, purchasing of books and provision of access to service platforms.

Background information Reference materials

• Requests for reference services, book purchases and 

access to user service platforms.
• Loan policy for reference material.

Imputs

Back to
index

Back to
index

Back to
index
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1.2 Knowledge Management Support Services

 1.2.5 User Services

IN
V

O
L

V
E

D

Librarian (L)

Library Assistant (LA)

User (U)

IT Specialist (ITS)

IICA Organizational Unit (OU)

CATIE Organizational Unit (COU)

Back to
index

Back to
index

Back to
index

11

LA
4.3 Respond to information requests. 

(Ob4)

LA
4.4 Verify entry of users in the system, 

according to their category. (Ob5)

LA
4.5 Is this a document loan or 

renewal request? 

Ob4: Undertake information searches 
and respond, in keeping with 
regulations. This activity includes 
loaning of material within the library.

Ob5: If they have not been entered in 
the system, proceed to do so.

NO

YES

88

L/ LA
4.6 Receive the document loan or 

renewal request.

88

L/ LA
4.7 Determine which system and 

modules will be used.

L/ LA
4.8 Record the loaning of documents in 

the system.

L / LA
4.9 Loan the physical copy of the 
requested document to the user.

L/ LA
4.10 Send the user a reminder 

regarding the due date.

L / LA
4.11 Received the document when it is 

returned.

77

L / LA
4.12 Make note of the return of the 

document in the system.

LA
4.13 Reshelve the returned reference 

material.

LA
4.14 Provide document reproduction 

services, as required by users.   

55

LA
4.15 Determine if payment for the 

service can be on credit or it requires 
cash on delivery.

L/ LA
4.17 Keep a record of services provided 
to organizational units or students on 

credit.

L/ AL/ U
4.18 Process payment for 

photocopy services, in 
accordance with 

Macroprocess 11.

L/ AL/ U
4.18 Process payment for 

photocopy services, in 
accordance with 

Macroprocess 11.

L
4.19 Determine if any other library 

service is required.

L / LA
5.1 Receive book purchase requests.

LA
4.16 Is this a photocopy 
service that can be paid 

for on credit?  

YES

L
4.20 Is another 
library service 

required?

NO

101099

YES

99

L / LA
5- Provision of Virtual Library Services 

LA
5.2 Prepare and submit pro forma 

invoice.

LA
5.3 Collect payment based on the type 
of sale and payment method requested 

by user.

LA
5.4 Prepare an invoice for the sale of the 

book.

LA
5.5 Deliver book to client. (Ob6)

Ob6: If it is an online sale, 
the book must be packaged 
and mailed to the client.

L / LA
5.6 Pay suppliers for sale of 

publications on consignment.

L / LA
5.7 Update the financial and accounting 

records related to the sales, in 
accordance with Macroprocess11.

L / LA
5.7 Update the financial and accounting 

records related to the sales, in 
accordance with Macroprocess11.

L/ LA
5.8 Manage inventories of goods in 

storage.

ITS
6- Oversight and management of 

service platforms.

ITS
6.1 Maintain a record of collaborating 

institutions taking part in scientific 
exchange services in the Americas.

ITS
6.2 Identify service platform 
oversight and maintenance 

requirements.

ITS
6.3 What type of service 

is required?

ITS
6.4 Create specialized 

resource centers. 
(Ob7)

ITS
6.5 Provide institutional 

support for the 
implementation of 
platforms. (Ob8)

Ob7: New platforms must 
be developed or existing 
ones adjusted to create the 
required specialized 
resource centers.

Provide information
 literacy.

ITS
6.6 Assist with training 
in the use of platforms 

and library 
management. (Ob9)

Ob9: Train users, technical 
staff and information 
specialists on how to use 
the tools and platforms.

Creation of specialized
 resource centers.

Ob8: Assist and provide 
training to organizations in 
platform implementation, 
management and 
oversight..

Support for the implementation
 of new platforms.

L / ITS
6.7 Generate statistical 

reports.

END

1010

22 33

11

Ob1: Requests may be made via the 
following channels: a SIDALC (Agricultural 
Information and Documentation Service of 
Latin America and the Caribbean) account; 
social media sites, telephone, in-person 
services, website query forms, and email. 

Response to requests for 
oversight and maintenance

 of service platforms.

22

START

LA
3-What type of service 

is required?

Reference User Services

U/ OUs/ COU/ LA
1-Receive requests for reference services, the virtual 

library, oversight and maintenance of platforms and for 
information dissemination. (Ob1)

L/ LA / U / LA
2-Analyze the types of user support needs that exist.

U/ OU/ COU/ LA
3.1 Review the international databases subscribed 

to by IICA and CATIE.

U/ OU/ COU/ LA
3.2 Generate the resource to disseminate the 

information.

U/ OU/ COU/ LA
3.3 Send the Institute users an information bulletin 

on international journals.

LA
4- What type of library 

service is required?

Loaning and Returning 
of Documents

Reproduction of
 reference
 material.

ISBN or ISSN requests, utilizing 
the relevant forms.

55

77

Ob2: Upon receipt of the request form, 
the processing of the copyright pages 
and ISBN will begin.

Ob3: Must comply with publication 
policies.

L
4.1 Request an ISBN or ISSN, by way 
of the respective forms. (Ob2) (Ob2)

L
4.2 Organize the preparation of 

copyright pages. (Ob3)

Virtual Library User Services

NO

33

Information Dissemination

Response to information requests. 

44

66

66

44

https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf
https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf
https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf
https://repositorio.iica.int/bitstream/handle/11324/8692/MAN_11_FM.pdf
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