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ABSTRACT

Understanding knowledge management is critical for organisations because the persons
concerned are not trained adequately to access, use and benefit from this knowledge
effectively. The main problem is that the workers themselves do not understand how to
organize and manage a huge amount of knowledge capital has, and the importance of this to
improve organizational performance. This research is based on understanding the importance
of knowledge management practices and policies within an organisation. This is based on
research to understand the importance of knowledge management practices and policies
within the organization. This research focuses on building a framework based on the
knowledge of social issues within the organization and its impact on business. This research
will explore strategies that can be used for organizations in order to integrate this knowledge

into their business social benefit from social ontology..

To enable this framework, a business organization knowledge management integrated social
ontology framework (BOKMISOf{) was built with a focus on telecommunications industry in
Saudi Arabia and the Gulf states. In order to understand the social aspects of an organisation,
a social ontology was developed which was incorporated into the knowledge management
framework. The BOKMISO framework was evaluated with case studies, within

telecommunication companies, in Saudi Arabia and the Gulf states.

The employees of these companies contributed in data collection activity via questionnaire,
whereas the managers of these companies contributed via semi-structured interview.

Results that were gathered from data collection showed that BOKSIMO framework was
valid, appropriate, useful and added value to an organisation. Further work can be done to

apply the BOKMISOf within other telecommuncations companies in Saudi Arabia.
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CHAPTER ONE: INTRODUCTION

1.1. Introduction

Recently the knowledge management phenomenon has gained considerable importance in the
business industry due to the imperative role that it plays in growth and development of
information flows within organizations so as to establish them as datapases. Total quality
management and other business models like business process reengineering are examples of
the advancement which has been witnessed in field of knowledge management (Alazami and
Zairi, 2003). Considering the need of today, the researchers have also started showing keen
interest in exploring the phenomenon. Considering the telecommunication sector, the
traditional knowledge management system has showed poor performance as it has led to loss
of information due to conventional system of managing information flows; which is not

suitable considering the telecommunication industry (Alavi and Leidner, 1997).

Therefore, this research particularly highlights the manner in which information sharing is
influenced by various factors in organizations including organizational structure and culture
as well as the different facilitators and barriers to knowledge management. The concept
behind this study is that whether individuals do not possess complementary skills with each
other in the team, however they are attached to the norms and culture of organizations in one

way or the other.

This research will particularly address the factors like political, social and technological
variables which may impact the knowledge management within organizations in the

telecommunication industry.

1.2. Research Motivation

Motivation to search inexplicable need to do this research, and develop a framework for
knowledge management in the context of Saudi Arabia well by the following factors, which

have been summarized and Eying the main theme of the study:

There is a need for Organisations to continually reflect, improve and understand different
knowledge management concepts by consulting the empirical and analytical research which
has already been conducted in context of knowledge management, This is so that
organisations can increase the awareness of important aspects of knowledge management

process and gauge how the process could be improvea,
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e To instil motivation in the policy makers and management personnel of organizations
in the telecommunication sector to apply the principles related to knowledge
management and make the process more effective.

¢ To provide access to the information related to linkage between organizational culture
and structure with knowledge management (Aouad et al., 1999) and

* Specifically understand the social aspects of an organisation to improve the

knowledge management processes further.

The telecommunication sector has been focused in this study for the research on
knowledge management systems as this is one of the most prominent industries which
include a lot of information flow from one end to the other, be it in the form of
communication between people or traveling of data information as well as the
organizational knowledge. Therefore study of knowledge management framework and
social ontology in telecom sector of Saudi Arabia conveys greater meaning for the topic

of research.
1.3.  Research Qutline

1.3.1. Research Aims

The aim of this research is to develop a social ontological framework explaining the social
relationship's informing organisational knowledge management in the telecommunication
industry in Saudi Arabia. Underpinning this research is the assumption that organisations are
linked by collective identities explainable through social ontology. Although individual aims
might not be entirely at pace with organisational strategy and goals, employees are influenced
by collective social norms and identities. This has an impact on the willingness and
effectiveness of knowledge sharing and management in an organisation. The research aims to
determine how the incorporation of formal social issues into the organisational structure can
influence KM and what supporting and hindering factors towards successful KM exist, in

companies as a whole and in Saudi telecommunication companies in particular.

1.3.2. Research Objectives

Several research objectives were defined by the researcher so as to conduct the research with
maximum precision and effectiveness while maintaining focus on the overarching aim of

research. The research objectives for the current study are below:
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1. To identify the current state of knowledge management applications in the
telecommunication industry, and ways in which the industry can benefit from social

ontology in its knowledge management system.

2. To undertake an empirical study including both qualitative and quantitative
approaches to discover the extent to which knowledge management is implemented in

the telecommunication sector in Saudi Arabia.

3. To develop a social ontological framework supporting the application of knowledge

management in the telecommunication sector in the Kingdom of Saudi Arabia.

1.3.3. Research Questions

Based on these objectives, the following specific and measurable research questions have

been developed.

1. How do the issues of individual and collective identities within organisations affect

KM in organisations?

2. How do social issues within organisations impact on KM in Saudi telecommunication

organisations?

3. How is KM reflected in the organisational context, structure and culture of Saudi

telecommunication organisations?

4. What are the specific social, and business organisational issues preventing the

effective application of KM system in these areas?

1.3.4. Scope

Knowledge management (KM) is considered to be important for all levels of management.
Building strong KM s‘trategies and systems help the organisation to develop the knowledge of
an organisation and supports innovation. A variety of definition for KM exists, however for
the sake of this research “knowledge has been described as information combined with
ekperience, context, interpretation, and reflection” and KM is viewed “as the process by
which organizations leverage and extract value from their intellectual or knowledge assets”
(Kulkami et al, 2006, p.310). This research will apply social ontology principles to
knowledge management to explain the importance of social relations to storing, sharing and

acquiring knowledge.
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Ontologies in this research are regarded as systems of categories, meanings and identities
| within which individuals exist and act (King et al,, 2002). Social ontology, therefore, is
defined as the process appliéd to understand and categorise social interaction between
individuals. Another important aspect underpinning this research is the assumption that
employees are guided both by their individual and by organisational goals and identities. Any
attempt to understand and manage organisatiqnal knowledge, has to take this into account.
Therefore, developing a social ontology goverﬁing KM is useful. This understanding forms a
basis for building strategic information systems that takes into consideration the social issues
within organisations. Although, the applicability of social ontology for KM is well
researched, this study is one of the first researches into the social ontology of KM specific for
Saudi Arabia and Gulf Area. Moreover, the link between social ontology and KM is less well

researched as both subject by themselves.

The findings of this research will contribute to extending theoretical and academic knowledge
within Saudi Arabian and Gulf based telecommunication companies. This is the case because
to date very little research has been carried out on social ontology and KM. Another way to
understand ontology is to develop a formal model which is derived from a process of
negotiation which reflects on the reality being investigated (Weber, 2008, p. 1). Social
ontology provides insights into the social aspects of this process. Yet, social relations in
Saudi Arabia are influenced by other cultural norms and variables; in partidular the
importance of taking into religious issues in governing much of Saudi business practices.
Consequently, although private sector consultancy firms could use existing research on social
ontology and KM, the researcher believes that in light of significant economic reforms in the
Gulf region and Saudi Arabia, a study into the social ontology of KM in Saudi Arabia will
provide valuable acaﬂemic insights for the field of information systems and KM as a whole.
Moreover, an on-going review of the literature suggests that there are vast amounts of
literature on ontology and knowledge management which can form a strong theoretical
foundation to this research work. There is however, less literature on the usefulness of social
ontologies for KM, hence this research work will add value to the academic community in the
development of the understanding of how social ontologies inform KM. This research takes
this further by making the assumption that regardless of organizational structure,
understanding the social categories of organization is important for successful KM.

Therefore, apart from creating a social ontology relevant for telecommunication companies in
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Saudi Arabia, it also aims to develop theoretical and practical knowledge about the link

between self-interest, altruistic concerns and collective identities,

1.4. Structure of the Thesis

The report is organized into nine different chapters where each chapter sheds light on a

specific perspective of the research.

The chapter one contains introduction to the research topic and its scope as well as aims and
objectives which the researcher has attempted to meet. The rational for research is presented

in the chapter as well as the problems included in study of knowledge management are
highlighted.

The chapter two contains literature review which highlights the theories related to knowledge
management and its different frameworks. Also the relationship of different organizational
and sociological factors including organizational structure and culture are studied in relation
to knowledge management to see what facilitates or hinders the flow of information in

organizations.

The third chapter describes the development of the Business Organisation Knowledge
Management Integrated Social Ontology framework BOKMISOf and presents the framework
in detail. This chapter shows how this BOKMISOf was developed from a integrated and
iterative approach between theory and case study. This link between the theory and case
study led to a list of hypotheses which would be tested with case studies. The various
components of the BOKMISOf was developed through understanding and synthesis of the
various existing Knowledge Management frameworks, and models related to business
organisation context, culture and structure. After analysing the benefits and limitations of
these existing knowledge management frameworks, various best aspects of these existing
frameworks were incorporated within the BOKMISOf. For this particular research, social
aspects of business organisations were captured and hence a social ontology aspect was
integrated into the BOKMISOf. A complete Social Ontology Framework was presented
showing the Social Concepts and a lexicon of definitions of these concepts. Action Research
is carried out to evaluate and reflect on this theoretically developed framework. This
theoretically developed BOKMISOf and the list of resulting Hypothesises will form the basis
for the primary research with the target audience within the Saudi Telecommunicatioh

companies case studies to evaluate and validate the BOKMISOf.
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The fourth chapter discusses the research methodology. In this chapter the research designs,
| methods, philosophy, techniques, strategy, data collection tools and data validly is discussed.
The research approach included Action Research to develop BOKMISOf theoretically from
the synthesis of existing knowledge management, business organisational research and social
ontological research, and practically by evaluating this within the Telecommunication

Industry in Saudi Arab and Gulf states.

The data analysis and interpretation is carried out in the fifth chapter that follows the research
methodology. This chapter includes interpretation of the responses generated through primary
research which was carried out by the researcher with the research sample both through
quantitative as well as qualitative means. The results are discussed in detail to show how

things are happening in the Saudi Arabian and Gulf context relevant to the BOKMISOf.

The sixth chapter includes discussion on the significant research findings in light of literature
review which was conducted already by the researcher. Also the findings are compared in
this section of research with the objectives that were set in advance, to see how much the

researcher has been able to meet the aims of research.

The last chapter includes conclusion of research where a sumrhary of the research is
presented. The major focus of this section is to see how the findings related to overall aim of
research and then limitations of research are presented which researcher faced while
conducting research. The research recommendations for both researchers and praétitioners

are also presented in the end of report in light of the research findings.

[}
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CHAPTER TWO: LITERATURE REVIEW

2.1. Introduction to Literature Review:

This chapter provides a review of research conducted in the area of knowledge management
and and social ontology. Existing knowledge management and social ontology frameworks
and components have been identified to establish best practice and common ideas from each

framework. The main key terms searched for included “knowledge management”,

“ontology”, “Social Ontology”, “business orgainsation”, “knowledge sharing”, “business

9% &6 M &6 9% &6

workflow”, “implicit knowledge”, “explicit knowledge”, “employer behaviour”,
b 1Y

“organisational culture”, “collective identies”, and “knowledge management technologies and

tools”. The concepts from the lietarture review has been sysntheisied to form the basis of the
intitial BOKMISOf which is developed in Chapter 3.

2.2. Definition of Knowledge

Extensive research has been conducted identifying knowledge management as an integral
part of organisétional strategy (cf. King et al., 2002). Moreover, and directly relevant for this
study, telecommunication companies worldwide are increasingly discovering business
organization KM solutions to achieve competitive advantages (Elashaheb, 2005). Thomas
and Keithley (2002) for example, draw the link between knowledge management and
performance and argue, effective KM system embedded in organisational culture enables
companies to make the most of their human resources. Thomas and Keithley (2002) provide a
praxis based approach to KM, reporting on their experiences of implementing KM system in
a company involved in petrochemicals in Saudi Arabia. Whilst this is not entirely aligned to
the companies relevant for this research, the article, nonetheless, provides insights into ways
in which KM practices in developed countries might be compatible with Saudi companies.
Apart from enhancing performance, a number of commentators (cf Adamson, 2005; Steward
& Waddell, 2008) point towards the importance of KM in ensuring quality. Total Quality
Management used to be an important concept in management studies, but recently appears to
have been replaced by an emphasis on KM. Both Adamson (2005) and Thompson and
Walsham (2008) argue that quality approaches and measurements should be embedded in
KM processes and systems. Steward and Waddell (2008) further make the case for KM as a
fundamental component for the delivery of quality. However, instead of regarding KM as é
development of total quality management (TQM), the authors’ argue it is a component of the

resurgence of TQM. For“them, KM and TQM are linked by a common cause, namely

22"



increasing the competitive advantage of a company “through the application of processes that
.help organizations get closer to the customer, in a way that allows them to better understand
their customers’ needs and wants” (Stewart & Waddell, 2008, p. 994). This has some
important implication for management as a whole and organization benefit from lessons
provided by the creation, introduction and implementation of quality systems. In line with
many approaches to KMS, quality systems it can be noted that the formalisation of Quality
measures helps individuals within an organizatibn understand what is required to meet pre-
determined quality standards (Steward & Waddell, 2008, p. 995). Therefore, quality system
codify tacit knowledge on what exactly constitutes quality and therefore can inform ways in
which a company handles information, data and knowledge and create a collective

understanding about the organisational knowledge (Steward & Waddell, 2008).

There appears to be wide acknowledgement of the fact that successfully managing and using
knowledge is important for a company’s competitive advantage. This is particularly true for
companies operating within a global knowledge economy and increasingly applies to both
developed and developing countries. Yet, the exact nature of and factors to effective KM is
difficult to define and first necessitates a close examination of the concept of knowledge. Bell
(1973 in Thompson and Walsham, 2008, p. 725) defines knoWledge as “a set of organized
statements of facts or ideas, presenting a reasoned judgment or an exi:erimental result, which
is transmitted to others through some communication medium in some systematic form”.
This definition has influenced much, of contemporary thinking on knowledge management.
One of the most important concept$ of theoretical approaches to KM is Nonaka’é (1991)
‘knowledge spiral’ exploring the dynamics of the interrelationship between tacit and explicit

knowledge (see figure 2.1).

23



SN L | " Taci %,
: ‘faci ' acit
Tucit Socialisation Externalisation
act (sympathised knowledge) (conceptual knowledge) Explicit
Tacit . .
Internalisation Combination |Explicit
(operationalised knowledge) (systematised knowledge)
V¢ . . .(\‘?o
% Explicit Explicit e
* W

Figure 2.1 Nonaka (1991) Knowledge Spiral exploring the relationship between
tacit and explicit knowledge.

| Altered
Components Components
of context of context
(prior to recombination/ ConteXt (post recombination/
alteration) . alteration)

|

|

Subjective m / \ m
dimension » —Y

Intersubjective ‘//\ S

dimension - | Eubodded
—

Figure 2.2 Relationship between ‘historical’, contextual components and context
(Thompson & Walsham, 2008, p. 742).

24



The difference between different types of knowledge will be discussed later in this thesis,
however, it is generally accepted that companies have to ensure the sharing and storing of
both tacit and explicit knowledge. Nonaka (1991) identifies four different processes to
explain the relationship between these knowledge types (see Picture 1). However,
socialization, externalization, combination and internalization, might not explain sufficiently
the ways in which individual and collective identities work together to form knowledge and
ways in which companies can make use of this. Nevertheless, Nonaka (1991) ‘knowledge
spiral’ has influenced much of recent thinking on KM. Thompson and Walsham (2008, p.
726) for example argue that Nonaka’s view of “all such knowledge as objects able to pass
between these different states, has contributed to a sense that the focus of knowledge
management systems (KMS) should be to ‘externalize’ and ‘combine’ tacit forms of
knowledge”. They develop Nonoka (1991) knowledge spiral, by embedding tacit knowledge

in its context and therefore enabling companies to externalise it (see figure 2.2).

This is reflected in Cohender et al (1999, p. 239) assumption that KM is about the
‘codification of experience, know-how and localized tacit knowledge” or Crossan et al.
(1999, p.523) assertion that KM processes are ‘intuiting, interpreting, integrating, and

institutionalizing” tacit knowledge.

Whilst these approaches to KM are in line with organisations need to be acbountable to
shareholders, they are in danger of trying to press intangible elements of KM into measurable
categories. This research is concerned with the social and to an extent intangible aspect of
KM and to an extent assumes that it is in understanding the interplay of individual and
collective knowledge and identities that allows companies to make the most use of both tacit
and explicit knowledge. In some ways, this is confirmed by Thompson and Walsham (2008,
P. 726) who argue that different types of knowledge form contradictions that cannot be
mitigated by technology alone, because they centre around “the problem that the meaning of
any objective ‘knowledge’ will always remain the subjective product of the persbn in whose
mind this is constituted, always relationally defined, and therefore does not transfer easily to
others in a form which may be operationalised to the benefit of the organization”. This
closely reflects Polanyi’s (1969, p. 195) argument that “the idea of a strictly explicit
knowledge is indeed self-contradictory, deprived of their tacit coefficients (personal to the

individual), all spoken words, all formulae, all maps and graphs, are strictly meaningless”.

The key solutions companies are looking for include KM systems for marketing such as

consumer retention, campaign management, customer- relationship management and business
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organization (King et al., 2002). In competitive markets, such as the telecommunication
sector, customers have become the central focus through which companies aim to achieve
competitive advantage. Customer requirements not only determine services but also shape
organisational structure and culture. Significantly, Kulkani et al (2006) observe that
companies able to gain a competitive advantage pay considerable attention to knowledge
management. As a rule, organisations are aware of the highly valuable knowledge relating to
their products, processes, management and technology. Yet, King et al (2002) argues that in
some cases organisation’s struggle to share and/or develop these for the maximum advantage
throughout an organisation. As a consequence it is not surprising that companies are
becoming increasingly interested in efficient KM systems (King et al., 2002). Nonetheless,
McCall et al. (2008) caution that this increasing focus on KM systems can lead to employees
becoming dependent on systems, resulting in a lack of knowledge acquisition and expertise
development. Drucker (1987) states, major changes in society have been brought about by
knowledge workers and changes in the way people use information in their work. Moreover,
Drucker (1987) stresses that organisations need to become knowledge specialist to enable
them to survive in the new knowledge and information intensive competitive modern

business environment.

To succeed in a competitive environment, a company requires knowledge of consumers and
their preferences, competitors, products, distribution |channel, service providers, law and
regulations, as well as general management practices (Bennett & Gabriel, 1999). Yet, despite
the importance of knowledge for companies’ compe;titive advantage, there is a lack of
accurate and commonly accepted definition of orgénis;ation knowledge (Turner & Jackson-
Cox, 2002). These differing definitions suggest that ? confusion of the terms knowledge,
information and data exists. Data represents a group of subjective facts in form of statistics
and numbers concerning the different organisational and market activities. The analysed data
is transformed into information supporting the organisation’s decision making. Knowledge is
a more mature stage of information depending on further deep analysis of information which

can be utilised for decision making (Taylor, 2004).

It is important to review all these definitions to undersand the different aspects which
reearchers have covered to explain the concept of knowledge and knowledge management.
The ideal explanation that is adopted in this thesis is that of Nonaka who explains knowledge
and the knowledge management as integration of socialization, externalization, combination

and internalization and the process of knowledge creation which explains sufficiently the
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ways in which individual and collective identities work together to form knowledge and ways

in which companies can make use of this.

2.3. Types of Organisational Knowledge

The difference between data, information and knowledge has already been discussed.
Nonetheless, different type of knowledge can also be determined. The types of organisational
knowledge discussed here are explicit, elicit and intrinsic knowledge. In regard to
organisations, knowledge can be considered as “a set of organised statements of facts or
ideas, presenting a reasoned judgement or an experimental result, which is transmitted to
others through some communication medium in some systematic form” (Bell, 1973, p. 175).
Most discussions of knowledge and KM distinguish between two different types of

knowledge: extrinsic/explicit and elicit/tacit.

2.3.1. Explicit Knowledge

McGall et al (2008) identify three components of explicit or extrinsic knowledge. Extrinsic
knowledge refers to codifiable knowledge found in organisations in the form of manuals,
enterprise repositories, databases and computer systems, definitions, rules and examples.
According to the authors, in order to use explicit knowledge effectively, KM system should
allow users easy access to and search facility for explicit knowledge stored in the system.
This in turn, impacts positively on company performance. Nonaka and Takeuchi (1995)
describe explicit knowledge as a meaningful set of knowledge translated clear language and
diagrams. According to Salisbury and Pass (2001) exp;licit knowledge is passed on to another
member of staff, who needs to translate it into intrinsic knowledge to use it. Salisbury and
Pass (2001) develop Nonaka and Takeuchi (1995) model of a knowledge spiral in

Organisations, by developing a Collaborative Cognition Model (see figure 2.3).
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Figure 2.3 Collaborative Cognition Model by Salisbury & Pass (2001, p. 460).
The model identifies all different category of knowledge necessary for successful KM in
organisations. The problems inherent in the assumption that explicit knowledge can be used
in an objective manner, removed from subjective perception have already been discussed.
The most important criticisms for this stem from Cohendet et al (1999), Crossan et al (1999)
and Polanyi (1969). Although potentially inconvenient for companies required to operate in
an accountable manner towards shareholders and stakeholders, the assumption that all types

of knowledge can be transformed and translated into explicit knowledge.

2.3.2. Intrinsic Knowledge

Whilst Polanyi (1969) makes a case for the subjective nature of extrinsic knowledge,
Salisbury and Pass (2001) argue that all explicit knowledge is translated into intrinsic
knowledge for later use. Intrinsic knowledge can also be described as tacit knowledge. Tacit
knowledge is highly personal and rooted in employees and managers contextual experiences
(Polany, 1996). Tacit knowledge is knowledge that is ‘personal knowledge embedded in
individual experience’ (Srdoc et al., 2005, p. 283) and includes intangible factors such as
personal beliefs and values. Both types of knowledge are necessary for KM to increase

performance. Nonetheless, tacit knowledge is more difficult to manage, because employees
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might not consider or be reluctant to share their tacit knowledge. Yet, it is the successful
dissemination and application of tacit knowledge that provide companies with a competitive
advantage. Moreover, Nonaka and Takeuchi (1995) point towards cultural differences
apparent in the understanding of knowledge. This is particularly, relevant for businesses
operating within an increasingly globalised economic environment. The authors argue that for
example, Japanese companies and employees view knowledge as primarily tacit and not
easily expressible. Culture, on the contrary, tends to focus on explicit knowledge and
numbers, and therefore regards organisational knowledge as easily to acquire and
communicate. This is relevant for the current study. Saudi Arabia is currently undergoing
considerable economic and educational reforms, however is still embedded in its own cultural
and religious context. Consequently, the importance assigned to explicit or tacit knowledge
might differ between Saudi and European/North American companies. In order to
successfully compete within the global knowledge economy, Saudi companies have to be
able to cooperate and work with European/North American companies. However, their
culturally specific understanding of knowledge is relevant to determine the most effective
KM processes for them. McDermott (1999 in Thompson and Walsham, 2008) attempt to
pProvide a case example for the emergent nature of ‘knowledge’ and calls it the ‘residue of
thinking. McDermott (1999) argues that KMS should be informed by emergent knowledge.
According to Thompson and Walsham (2008) approaches to KM attempting “to sideline, or
ignore Polanyi’s critical (if inconvenient) insight, risk, at best, a}misguided capital investment
and at worst, disastrous consequences for intra-organizationa,‘l interaction, since the often
replace established, localized communication structures, cultura;l norms and understandings —
© which, as we shall argue, can be conceptualized as compdncnts of context — with, for
¢xample, an indiscriminately applied database-driven intranet”'and Walsham (2008, p. 726).

This appears to confirm the relevance of social ontology for effective KM.

2.4. Knowledge Management (KM)

The term knowledge management has been defined by many academic rese&chers and
various practitioners. They have come up with varied perspectives about the concept of
knowledge depending on their interests and the relevant fields. According to Wig (1993),
knowledge management is the systematic and deliberate building up of knowledge and its
application to maximize the returns from the knowledge related assets of the enterprise and to
increase the knowledge related effectiveness of the companies as well. Petrash (1996) defined

the concept of knowledge management as the process via which the enterprise ensures
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effective decision making by providing the right people with the right knowledge at the right
time. Knowledge management, according to Brooking (1997), is the process by which the
enterprise manages the human centered assets with the use of intelligent tactics and effective
strategies. Alavi et al (1997) describes knowledge as the belief of a person that assists him or

her to take the most appropriate decision.

Furthermore, according to Hibbard (1997), KM relates to the activity whereby the enterprise
captures its collective expertise from the papers, databases or even the from the people’s

heads to ensure that it gets distributed to where it can make the most effective contribution.

According to Beckman (1997), the knowledge management relates to the access of the
enterprise to experience, knowledge and know- how that could be used later for the creation
no f new innovative and highly superior products which satisfy customer demands and
expectations. Qunitas et al (1997) defined this concept as the management of the knowledge
that an enterprise possesses critically and intelligently to ensure that it satisfies both the
current needs as well as the future requirements and opportunities. Van der Spek (1997)
researched KM as the management and the careful and intelligent handling of the knowledge
within the organization in order to meet its aims and-objectives. Malhotra (1998) has
explained this concept as the synergistic combination of the data and the innovative
capability of the humans along with the information processing capacity of the enterprise’s
information technology. Turner (1999) has also defined KM as the location, organization,
dissemination and the usage of the organization’s knowledge and professional expertise to
carry out its organizational activities and meet its aims. Chong et al (2(?00) suggested that a
possible definition of KM could be that it is the process by which the enterprise articulates its
knowledge and human related skills with the use and support of information technology.
Another popular definition of KM as put forward by Meso and Smith (2000) is that it is the
sustainability of the competitive position of the entity via organizational learning. Holm
(2001) suggests that KM is the provision of the right information to the people at the right
time -in order to help them achieve the organization’s aims and goals. Bounfour (2003)
defined this concept as the combination of the procedures, technical tools and managerial

skills that assists in the sharing and the creation of the knowledge within the entity.

However, though the set of definitions provided above have all remained in use over time, the
definition by Horwitch et al (2002) is the most commonly used amongst all. According to this

definition, the knowledge management is the creation, capture, transfer and the access of the
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right information to the roght people in order to help them make the right decisions for the

achievement of the aims, goals and long term objectives of the organization.

2.5. Functions of Knowledge management |

The particular functions and the uses of knowledge management can be described in various
ways. Wiig (1997) suggests four possible functions of the knowledge management that
clearly outline the way in which the knowledge originates within the enterprise and how it

becomes used within it later.

The first step in the knowledge transition from source to its use within the enterprise is the
creation of the knowledge from innovation and organizational learning. It also involves the
assembling of knowledge from various internal as well as the external resources. The next
step includes the compilation of the knowledge by carefully weeding out the unneeded and
outdated knowledge. The third step relates to the distribution and the pooling if knowledge
from and to numerous internal as well as the external sources in order to ensure that it gets
embedded in to the systems and the structure of the organization. The last step includes the
application and the value realization of the knowledge within the entity in order to develop

new and more innovative and customer specific products and services.

2.6. The Need for Knowledge Management

The result of effective KM is the development of new technology to improve production and
increase quality. The innovation of technology improves cost eﬁ'ectiileness and increases
profitability. Small and Sage (2005) in a review of existing literature on knowledge
~ Management, identify a number of existing KM models and framework. Models can be
divided into experimental, logical, mathematical/computational and theoretical. One of the
most influential researches on KM is Holsapple and Joshi’s (2003) KM ontology, based on a
study of international practitioners and researchers. The KM ontology introdl;ces the concept
of Knowledge Management Episodes (KMEs) consisting of processes occurrihg from the

recognition of a knowledge need to the time where this need is satisfied (see Picture 2.4).

31



Govern Leaming

iti Knowiedge Manipulation ; ;
Wmnne:i:n Triggers o inriad Culminates in
opportunity R |

processing in

Available for I Projections

Resources

Figure 2.4 Architecture of a Knbwledge Management Episode (Holsapple & Joshi,
2003, p. 398).

Their ontology incorporates the different components and activities necessary for successful
KM. These consist of knowledge resources such as culture, strategy and infrastructure,
knowledge manipulation activities including acquiring, selecting and KM influences such as
managerial, resources and environmental. According to Holsapple and Joshi (2003) the
interplay of all these activities is necessary for successful KM. This is confirmed by
Thompson and Walsham (2004) who conclude that KM processes and programs, paying
insufficient attention to the context, have significant limitations. In particularly rélevant for
this research, Parikh (2001) argues that KM is a complex process and cannot be regarded as a
stand-alone activity, but has to be embedded in all business process and become part of
corporate culture. Thomas and Keithley (2002) argue that effective KM/‘ improves
performance. Based on the example of Fluor Corporation, the authors describe the‘process of
implementing KM processes to increase competitive advantage. According to them “Fluor’s
total implementation of KM has transformed the company through improving our ability to
attract, train, develop and retain new employees, bringing them up to high levels of technical
and business competencies much earlier in their careers”(Thomas & Keithley, 2002, p. 3)..
Holsapple and Singh (2000) have reported the importance for companies involved in
electronic commerce more than a decade ago. They argue that electronic commerce is the
cutting edge for business today and cuts across industries and business disciplines. Holsapple
& Singh, (2000, p. 151) suggest that electronic commerce “will eventually pervade

practically every aspect of inanagement”. Effective primary and secondary KM activities add
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value to a company. Allard and Holsapple (2002) follow up this research and also suggest the
KM is the key for e-business competitiveness. They argue that “Knowledge is a global
resource that involves interplay of human intellectual capital and technology. As such, it has
come to play a key role in organizations, functioning as both product and resource” (Allard &
Holsapple, 2002, p. 19). They confirm Holsapple and Singh’s (2000) conclusion that KM is a
prime driver of electronic commerce and potentially impacts on a company’s competitive

advantage.

2.7.  Critical Success Factors for KM

In the dynamic business world today, the knowledge management has become a critical
success factor for the businesses around the globe. In order to sustain the competitive
advantage of the businesses, it has become extremely important for them to ensure that the
right knowledge is available to the right people at the right times. According to Haxel (2001),
to achieve corporate success, one of the most significant factors is the use of the knowledge
in a well organized and effective way. The basic of knowledge management is to ensure that
the entity spreads and applies the knowledge that it has in a more efficient way than its
competitors in order to achieve competitive edge. Research indicates that researchers have
had diverse perspectives in this area of research and have come up with their own critical
success factors for the successful implementation of the knowledge management depending

on their experience and the level of perceptions.

According to Wiig (1996), the main critical success factors for KM are the knowledge assets
and the knowledge related processes of the entity. The knowledge assets must be exploited
“and used to the largest extent within the entity while it must also be ensured that the
processes to create, build, organize, transfer and safeguard the knowledge are well managed
Wwithin the organization for the KM to be successful. Finneran (1999) suggests that the critical
Success factors, according to him, are the creation of knowledge culture within the entity and
the creation and the sharing of creative knowledge amongst the individuals and .thé systems
of the organization. Manasco (1999) has outlined the critical success factors of KM as
knowing the community while creating the context and overseeing content. It also includes
the enhancement of the sharing and the creation of knowledge process along- with supporting
the infrastructure and the technology of the entity. The learning, implementation and the
sharing of knowledge that the people within an entity have are regardéd as the critical success
factors of the KM according to Bassi (2000). Furthermore, Streele (2000) consider that the
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staff of the enterprises must buy into the new model and share the available information with
the support of the management and open communication limes between the various levels of
the management in order to implement KM successfully. According to Héxel (2001), KM is
only successfully applied and implemented when the knowledge that it relates to is structured
properly and organized for further processing. Lastly, Skyrme (2002) has indentified ten key
critical success factors relating to the implementation of KM. they include the support of the
top management of the entity with clear and easy- to- understand links with the business
strategy. It also includes being very knowledgeable about the knowledge that the entity
possesses and compelling the vision via smooth and systematic knowledge processes and
well structured infrastructure relating to the knowledge of the entity. It also includes the
creation of innovative and knowledgeable culture within the entity with appropriate measures

in place and effective technical infrastructure.

The basic purpose behind outlining the critical success factors of the KM is to ensure that a
sound KM environment comes into existence within the organization which gives the
organization competitive advantage over the other companies. The identification of the
critical success factors ensures that the organization creates new knowledge within the entity
while maintaining the current resources of the entity relating to the knowledge. These factors
also help ensure that the KM benefits, as identified later in this report, are exploited to the
largest possible extent. Thus, the most important factors continue to remain the culture and
the structure of the entity and also the skills and the level of commitment of the fop
management of the entity. The KM processes that are embedded in the structure of the entity
and include the creation, transfer and sharing of knowledge also remain the key crhical

success factors for the implementation of the knowledge management of the organization.

2.8. Benefits of Knowledge Management

Many researchers have confirmed the fact that the management of knowledge is imperative
for the survival, growth and success of the organizations. Malhotra (1998) and Mansco
(1999) have researched the benefits that Km may serve to the organizations. The creation and .
continued updating of knowledge is extremely important for the entities, according to
Malhotra (1998), since the knowledge that worked for the organization may not work for it in
the future due to the change in the external environment and the continuously changing
demands and the needs of the businesses. In order to maiptain the ongoing effectiveness and

the competitiveness of the business, KM remains one of the most feasible ways. APQC
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(2000) firmly believed that the reason why some of the organizations failed to prosper was
their lack of concern for the management of the knowledge. There are many different views

of various authors and researchers on the benefits that KM may offer to the organizations.

APQC (1996) has outlined the benefits resulting from the KM as the rise in the level of the
customer satisfaction and improvement in the operational effectiveness and the cycle time of
the entity along with the more appropriate use of the knowledge existing within the entity to
assist in better provision of the services. Some of the benefits identified by Grey (1996)
include the provision of great customer service by reducing the cycle time and minimizing
the fixed assets and overheads of the entity. The benefits also include the empowerment of
the workforce by producing much more innovative products of high quality. KM also benefits
the firms by improving the decision making process, developing the knowledge assets of the
Organization, preventing the firms from loss of knowledge and providing them with the

competitive advantage over the other entities ( Radding, 1998).

Pervaize et al (1999) also identified some of the benefits that KM provides to the firms and
they included the reduction in the loss of intellectual capital that resulté from labor turnover,
the reduction in the costs associated with the production of new products and provision of
services and the increase in the satisfaction of the employees within the entities. According to
Uit Beijers (1999), KM results in the improvement of efficiency and better market position as
well as the profitability prospects for the businesses. It also provides room for more effective
and efficient decision making by improving the communication between the workers and the
knowledge itself and assists in letting the firms focus on tier core activities by providing
critical knowledge. Santosus and Surmacz (2001) have outlined the key benefits resulting
from KM as improvement in the customer service and increase in the revenues of the
businesses by bringing more innovative products and retains the employees by rewarding
them ad providing them with most useful knowledge. KM also benefits the oréanizations by
Streamlining their key operations and reducing the costs of production by eradication the un-
needed operations and reducing wastage. Skyrme (2001) remains one for the most influential
researcher in this arena ad according to him, KM is itself a critical success factor for the
businesses these days. The benefits that it offers to the businesses include the identification of
sound solutions to the customer related issues, generation of newer and more innovative ideas
for the new product development, alignment between the technical infrastructure and the
business strategy, identification of new business opportunities and the timely warnings

relating to the change in the market situations.
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All of the above mentioned problems may not be availed by the organizations of they don’t
take the particular needs and requirements of the people into consideration and fail to
consider the numerous factors that are important for the smooth implementation of KM

within the entities.

2.9. Knowledge Management Technology and Tools

According to McDermott (1999), the concept of knowledge management requires the
availability of information technology so that it may allow the capture, creation, transfer and
the dissemination of knowledge within the entity. To assist the organizations in the
management of knowledge, the organizations have to have strong and effective culture
change process in place. According to Clarke and Rollo (2001), the success of the knowledge
management initiatives within the business is strongly dependent upon the nature of the

culture of the entity. An open knowledge sharing culture is vital for the success of KM.

The major purpose of having knowledge management technology is to ensure the effective
transformation of tacit to explicit knowledge. This means that knowledge which exists with
the individuals is aggregated by the KM software as the organizational knowledge. The basic
goal of the knowledge management technology remains the creation of the links between the

people within the organizations and the information technology.

Knowledge management requires the use of networks as the technology as it allows the
organization to have all of its knowledge agents remain connected to each other. The
networks therefore, allow the organizations to exchange the knowledge amongst the members
and various employees of the entities. The KM network is very commonly divided by entities
into the strategic and the operational platforms (Probst and Romhardt, 1997; Seufert et al,
1999; Back et al, 2001; von Krogh et al, 2002). Networks as part of the knowledge
management technology have been used by many we}l established entities (Enkel and
Wicki,2002). |

Along with this, the software tools have also played a vital role in the implementation of KM
within the organizations. The software applications that exist to provide the KM solutions are
so many in numbers that it becomes very difficult to outline what exactly is the most reliable
and sound application. Therefore, Al- Ghassani et al (2002) states that the organizations

around the world have applied different models for the implementation of KM systems
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depending upon their cultural and structural features. The most commonly used networks

have been identified as follows;

2.9.1. Intranet

Intranet is basically an internal networking system that is solely made for the fulfilment of the
objectives of the organisation. According to Burdet et al (1998), the intranet is set up for the
electronic communication amongst only the authorised users of the entities and also provides
the storage services to the users. In case of knowledge management, the intranet is of great
use since it allows valuable information and knowledge to be distributed amongst the
individuals who can then share their knowledge and expertise and make them remain
connected no matter where they physically are present. Furthermore, intranets also strengthen
the bonds between the various branches and the subsidiaries of the firms by allowing the
employees of one branch to share his or her knowledge with that of another employee in
some other branch in another part of the world. Intranets are, hencé, time saving and cheaper
tools for the KM within the entities.

2.9.2. Data Warehouses

Data warehousing is another technology that may be and frequently is used for the
implementation of KM in the enterprises. This technology involves storage of huge amounts
of data together for further processing. Data warehouses are of special use for the large scale
businesses where the sites are so widely dispersed geographically that collection of data at
one central location is a huge advantage. Burdet et al (1998) suggests that this technique
allows the storage of vast amounts of useful information and also allows the data mining of

the information to become possible.

2.9.3. Groupware

This technology assists in the implementation of the KM by enabling the group work to take
Place more efficiently. According to Smith (2000) and Ellis et al (1991), the groupware
assists in the communication of informal and ad hoc information amongst the peopie from
various parts of the organisation ranging from the people in different offices or departments

to the people in the same organisation yet in different countries or regions.

29.4. Communities of Practice
Communities of practice consist of individuals with similar interests or beliefs to come
forward and form informal groups. The people within these groups then share their ideas and

beliefs about a specific domain and help them in gaining organisational learning as well as
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provide them with the solutions to their work related problems (Wegner and Snyder, 2000,
Stewart, 1997). Organisations tend to benefit from the communities of practice by allowing
their employees to become a part of such communities and create a knowledge environment
within the organisation. The employees who take part in such networks can share their ideas
and knowledge readily and update their work related knowledge to assist in meeting the
organisation’s goals even more efficiently. Biren (2000) suggests that some of the main
examples of communities of practice within the organisations include the researchers,

engineers, sales persons and the technicians.

2.9.5. Knowledge Based Systems

The knowledge based systems are commonly known as the expert systems of the
organisations. It fundamentally comprises of the application of the artificial intelligence onto
a particular area of activity. It involves feeding of human knowledge and expertise into the
computer systems that later applies the same knowledge to the real life time scenarios. These
systems allow the computer to replace the human experts and ensure cost effectiveness to the
organisations (Buffett et al, 1998). The most major critic of these systems remain Gumbley
(1998), according to whom, these systems can never take the position of the human experts as
all real time situations vary from one another and require crucial judgments instead of the

judgements passed by the technological systems.

The use of such systems in the KM is that it allows the organisations to capture and make use
of the routine information by allowing everyone to have access to it via a centrally available

knowledge base.

2.9.6. Intelligent Agents

Intelligent agents are also known as the software agents who perform various organisational
tasks by building personalised knowledge from the use of artificial intelligence with very
little interference of the people within the organisation. The software agents are of two main
types comprising of the collaborative agents and the personal agents. According to Ferneley
(2001), the collaborative agents have the job of collaborating with the people and the other
agents for the achievement of the objectives and goals of the organisation. Such agents lead
to the increase in the level of productivity of the employees since the employees have all the
relevant and required knowledge at their disposal which allows them to carry out their tasks

more efficiently thereby leading to the reduction in the wastage of money and time.
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The personal agents work by compiling the user related information in order to meet the
needs and requirements of the users more effectively. Ferneley (2001) suggested that the use
of profiling technologies remained very useful for the enterprises since the longer the firms

used software agents, the more accurate their model results for the users of the agents.

2.10. Soft System for the KM

While using the technology for the implementation of knowledge management, the use of
soft systems is particularly important. The social or the soft systems help the culture
transformation within the organization to take place that allows the knowledge sharing
environment to be built in. according to Macdonald (1999), the KM implementation can
never be successful unless a knowledge- sharing culture is established within the enterprises.

Some of the techniques used in the cultural change process of the knowledge management are

outlined below;

2.10.1. Change Management

In order to bring about any new framework into the culture and the structure of the enterprise,
the use of the change management plays a significant role. Vakola (2000) believed that the
Proposed new systems in any organisation will never be successful due to the fierce
resistance to change by the workforce and therefore, the use of a wéll defined change
Management plan is essential. The first step towards bringing about a cultural change within
the organisation must begin with the formation of a strong in house change management team
which has the ultimate aim of introducing the knowledge management most successfully into
the organisation. According to Macdonald (1999), the team must begin with looking for ways

to change their current business operation to those that are knowledge based.

According to Vakola (2000), the change management team members must act as the change
agents and must identify and involve the right problem owners in the introduction of change
to make it even more successful. Furthermore, another important component in the cultural
change process of the knowledge management understands the true nature of change and the
€Xact purpose behind the introduction of change. The identification of the nature of the

change can be done with the use of numerous analytical techniques (Vakola,2000).

2.11. Knowledge Management Plan

According to the European community (1995), the knowledge management plan must be

carefully designed and it must cover all the areas of the business and all those people that
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may get under the direct influence of the change. Though, there is no specific procedure of
coming up with a knowledge management plan, Macdonald (1999) has come up with a few
components that are mandatory for the preparation of an effective knowledge management

plan.

The components of the plan may include the strategy and principles for the KM initiative and
management structure required for change to take place. The components of the change
process may also include the training and education of the employees, IT support systems,
opportunities for the creation and capture of knowledge, use of proper timetables and also the

setting of feasible of goals for the success of cultural changes along with regular auditing.

2.11.1 Employee Education and Training

One of the most effective ways of bringing in a cultural change within the organisation
includes the provision of education and training to the employees of the organisation.
Macdonald (1999) firmly believed that educating and training the employees can have long
lasting impact onto the culture of the enterprise and can help bring about the change even

faster.

Training the employees help them learn the knowledge management related skills fast and
allows them to get acquainted with the working process with the new knowledge system. The
provision of on- the- trainings are more effective than the off- the- job trainings as they assist

in making the employees get familiar with the new IT systems and tools.

Educating the workforce enables them to understand the true nature and the exact purpose
behind the introduction of the change for the implementation of the knowledge management.
The main reason why the firms must continue to educate its employees is that they will only
have a sense of belonging to the organisation if they are made aware of the concept of

knowledge management and the benefits that it may serve to them.

2.11.2 Benchmarking

Benchmarking is 'an effective support measure that is applied by many organizations to bring
about changes. The benchmarking process, according to Macdonald (1999), is the
identification and the adoption of the best available practices by the entities all around the
globe to assist the organisation in improvement of their performances. Chase (1997) believed
that organisations that adopt the best proven practices from the other organisations remain

better off since those practices are tested and used before and the results are well known. This
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enables the organisational performance to flourish. In the context of KM, benchmarking may
enable the firms to identify, collect, store and adopt the knowledge available with the other
firms.

2.11.3 Implementation Strategies

It is imperative for the organisations to devise effective and well defined implementation
strategy before the implementation of knowledge management within the entity. There are
three basic ways via which the change can be introduced within the organisations. Vakola

(2000) describes the three ways as the pilot study, big bang and the parallel running.

Pilot study is a very little version of the actual system of change and it involves the
identification of the problems and the issues before the actual system is introduced into the
organisation. The pilot study doesn’t even result in much resistance from the employees to
change. This technique of introducing change is, however, very expensive and time

consuming for the organisations.

Paralle] running involves the running of the new system alongside the old system until it
takes over the old systems completely. This way allows the organisation to test and see the
results of the new system while the old system is still in place and also allows the

Comparisons of the new and the old systems to take place.

Big bang, however, introduces the new systems to the workplace at once with the elimination
of the old system at the same time. Though, this way is cost effective and time saving for the

+ Organisation, it results in very high resistance to change from within the organisations.

| Generally, most KM theories differ in their assumptions about epistemology, ontology,
' methodology and human nature (Elashaheb, 2005). Structuration theory developed by
Anthony Giddens (1979), for example, was the first theory aiming to explain the social
aspects of knowledge management. Structuation theory removes the divisions between social
sciences. The concept of Giddens’ (1979, p. 69) structuration theory builds on “a duality of
structure which relates to the fundamentally recursive character of social life, and expresses
the mutual dependence of structure and agency”. This reflects the relationship between the

Structures (patterns) of social relationship and the social life (see figure 2.5 next page).
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Table 2.1 Dimensions of the Duality of Structure (Giddens, 1984, p. 25).
Ontologies and in particularly social ontologies are important theoretical constructs informing
the managément of knowledge. In an extension of this theory, Searle (2006) argues that social
ontologies are both created by individual action and attitudes, but at the same time have an
epistemically objective existence and are thus part of the natural world. Whilst, being
theoretical in nature, Searle’s (2006) exploration of social ontology as a framework is

relevant for this research, because it sets the context for the usefulness of social concepts and

categories for the management of knowledge. This is in line with Fairclough (2005) who

points towards the importance of understanding organisational discourses. According to
Schatzki (2005, p. 465) social ontologies “examine the nature and basic structure of social

life and social phenomena”.

Schatzki (2005) argues that social ontologies can be divided into individual and societal
entities a;nd that in order to understand KM, both are important. In recent years KM in
organisat}ons is not restricted to individual and organisational knowledge, but also has to
consider rthe material set up of an organisation (Schatzki, 2005). The importance of KM for
electronic commerce has already been discussed. In conclusion it can be argued that the
organisational structure as reflected in the material set up is also important for KM. Brey
(2003) makes a similar point when evaluating the concept of social ontology for virtual
- environments, He argues that “just like the real world, virtual worlds have an ontology,
meaning that entities encountered in them have a mode of existence that may be analysed”
(Brey, 2003, p. 276). Much of KM takes place within a virtual environment. This appears to
confirm the relevance of social ontology for the analysis of KM. If one understands virtual
environments as real and not imaginative, than ontologies allow for significant insights into
organisational knowledge management. Moreover, Martins (2009) makes a case for the
importance of ontologies to understand collective identity. Collective identity, however, is an

important aspect of KM. This barticularly applies to the successful management of intrinsic
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and tacit knowledge. Whilst, extrinsic knowledge can be easily dispersed through information
Systems, tacit knowledge is based on unspoken rules and agreements. Both types of
knowledge is vital for organisational success and social ontologies can be used to make sense
of these rules and collective identities. Martins (2009) argues that human agents follow social
behaviour rules, which occasionally can be out of line with their individual goals. This is
particularly true for organisations, because in many cases organisational aims and objectives
are not simultaneous with employee’s individual goals. In order to make the most of tacit
knowledge, organisations have to understand ways in which employees personal aims and

objectives interlink with organisational goals, forming collective identities.

Most of MIS use social ontology to create software used in KM. Proposed in the 18™ century,
social ontology is concerned with the study of ‘what exists’. In recent years, ontology has
been applied to studying KM. The rationale for using ontologies is the definition of domain
Semantics as conceptual relationships and logical theories. Elashaheb (2005) reported that IT
is considered one of the major factors impacting on knowledge management. The advanced
technologies provide a good base for efficient management of KM. Nevertheless, Elashaheb
(2005) consider organisational culture as one of the constraints to effective KM. He reports
that the culture of an organisation should be an innovative, learning and knowledge sharing

One to make most effective use of KM technology.

Researchers have done extensive research work in trying to develop the knowledge
managément framework that may provide a complete frame for the knowledge management
by defining the key attributes of the concept of KM. The knowledge management framework
that cui'rently exists has numerous deficiencies and therefore, a newer framework for the KM

IS required to overcome the problems built in the existing frameworks.

Prescriptive framework had been introduced by Beckman in 1997 and it consisted of eight
stages of the knowledge management. The stages included the identification, cé_tpturing,
selection, storage, sharing, application, creation and the selling of the knowledge within the
Organization. The identification stage of the prescriptive framework involved determining the
Core capabilities and the competencies of the organization and filling up the gap that exists
between the currently needed knowledge and the new ones. The second stage»of “capture”
included gathering of the needed knowledge from as many sources as possible either internal
or the external sources. In the “selection” stage, the organization filtered the knowledge that it

had gathered at the last stage to identify the most relevant knowledge. Storage stage involved
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including the filtered knowledge into the memory of the organization. The stage of sharing
the knowledge included the retrieval of knowledge from the memory of the organization to
ensure that it became available for use to the users. The application stage involved using the
retrieved knowledge to apply it in the key business decisions and operations. At the stage of
creation, the firm used other processes such as data mining and experimentation to find out
new knowledge and at the last stage of selling, the organization used the organizational

knowledge to come up with new products and services.

The various broad frameworks available for the implementation of knowledge management
differ from each other in their focus as well as in ways in which they characterise the nature
of the concept of the KM.

2.12. Framework of Knowledge Management Pillars

The framework of the knowledge management was developed by Wiig in 1993 and it was

based on three pillars. The first pillar related to the appropriateness and the nature of the

knowledge. The particular characteristics of the first pillar included the survey and

categorisation of the knowledge along with its analysis and the codification as well the

organisation of knowledge and its related activities.

The second pillar of the broad framework was concerned with the assessment and the
evaluation of the value of knowledge. The third pillar had the main concern of the
management, organisation and the control over the KM activities of the organisation. The
main features of the last pillar included the synthesizing of all the knowledge related
activities, handling and controlling the knowledge present within the organisation along with

the dissemination and the automation of the knowledge and its related activities.
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Figure 2.5 Knowledge management Pillars (Wiig, 1993)

2.13. Framework for the Knowledge Organisation

The framework of the knowledge organisation has been put forward by Choo (1996) and it
mainly focuses on the explanation of the processes by which the organisations use the
information available to them strategically. The three processes as outlined by Choo are the
Sense making, knowledge creation and the decision making process. The processes are
basically linked with one another to define the attributes of the organisation that possesses

useful knowledge to act intelligently.

The first process of the framework for the knowledge organisation is the sense making
Process whereby the organisation and the people within it try to interpret and make sense of
the changing environment of the organisation. The second stage of the knowledge creation
relates to the ways in which the organisation generates new knowledge while pursuing
innovation in its products and services. The decision making process identifies the ways in
which the organisation may use and process information that it possesses in the real time
situations to resolve the organisational problems and to carry out numerous work related
tasks. The following diagram provides the pictorial representation of the framework of the

k"OWing organisation along with its three processes.
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Figure 2.6 Model of Knowledge Organisation (Choo, 1996)
2.14. Framework of Knowledge Management Stages

The framework of the knowledge management stages was introduced by Van der Spek and
Spijkervet in 1997. The framework consisted of four KM stages which were meant to have a
control over the basic operations relating to the knowledge management. The four stages
were outlined as the conceptualisation, refection, action and the stage of retrospection. At the
stage of conceptualising, the existing knowledge is researched and classified in order to gain
insights into the knowledge resources. At the second stage of reflection, the knowledge that
had been conceptualised is evaluated against a set of pre determined criteria and is improved
via the improvement plan. The action stage incorporated the actions that are taken to improve
the knowledge to develop: new knowledge and to carry out the distribution and the handling
of the developed knowledge. At the last stage of retrdspect, comparisons are carried out

between the old and the new situations after the introduction of new knowledge.

The KM stage can be seen as a problem solving cycle that coordinates the knowledge
management activities within a probleni solving incident. The cycle is itself influenced by
“numerous internal as well as the external factors. The external factors that may have an
influence on the KM enterprise include social, political, technological and the economic
changes occurring in the external environment. The internal environment may include the
cultural, managerial, motivational and the IT related features of the knowledge management
organisation/. The framework of knowledge management described above is also illustrated

in the diagram below.
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Figure 2.7 A Framework of KM (Van der Spek & Spijkervet, 1997)

2.14.1. Precise Framework

The literature relating to the knowledge management also contains various specialized
descriptive frameworks in addition to the broad descriptive frameworks as outlined in the
discussion above. The most relevant precise frameworks relating to the knowledge

management are discussed below.

2.14.2. Framework of Knowledge Conversions

The framework of knowledge conversions is basically based on the knowledge creation
perspective and it was first put forward by Nonaka in 1994. This framework consisted of four
types of knowledge conversions i-e the socialisation, externalization , internalization and the
Combination. The first conversion interaction was named as socialisation and it was the
Process by which organisétions created new knowledge from using the tacit knowledge as the
basis. The externalization process worked to convert the tacit knowledge into the ‘explicit
knowledge while the process on internalization transformed the explicit knowledge to- tacit
knowledge. The fourth process of combination was concerned with the creation of new

explicit knowledge from the existing explicit knowledge.

The framework of knowledge conversions, therefore, explained he entire process of
knowledge creation by the use of four conversion interactions and processes and also
explained how the transformation of the knowledge took place within the organisational and

the individual levels of the enterprises. Presented below is a diagrammatic representation of
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the KM framework according to the perspective of Nonaka as the knowledge process

conversion.

v

Figure 2.8 Spinal of Organisational Creation (Nonaka, 1994)
2.14.3. Model of Intellectual Capital

The intellectual capital of any business, according to Petrash (1996), is of three main types.
The Petrash model of intellectual capital comprises of the human capital, organisational
capital and the consumer capital. The human capital is basically that knowledge which each
separate individual within the organisation generates. The second organisational resource is
the organisational capital that consists of the knowledge that has been embedded into the
structure and the culture of the organisation. The last intellectual resource of the organisations
is the consumer capital that is the perceived value obtained from the use of goods and

services by the consumers resulting from the customer- supplier relationship with the entity.

Research work indicates that the three types of intellectual capital mentioned above are
interlinked with each other in such a way that the relationships amongst the three result in
great financial value for the organisations. The model of intellectual capital is also shown in
“the diagram below and the dotted lines within the diagram indicate the management of the
intellectual capital of the organisations. According to Bukowitz & Petrash (1996), the
creation of the maximum overlap amongst the three rings of the intellectual capital in the
diagram below indicate that the maximisation of the inter links between the three types of

capital increase the value creating space for the organisations.
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Figure 2.9 Intellectual Capital Model (Petrash, 1996)
2.15. Model of the Knowledge Management Process

This model of knowledge management process was out forward by Alavi in 1997 and
according to him, the knowledge management is the creation and sharing of the intellectual
assets and the knowledge possessed by the individuals of the organisations. The basic
purpose behind the knowledge management is to ensure that the clients and the consumers of
the firms are served in the most appropriate manner. The model of the KM process consists
of six phases mainly named as the acquisition, indexation, filtration, linking, distribution and

the application of the knowledge within the organisation.

The acquisition phase included thé creation of knowledge and the developrﬁent of the content
by learning from the experiences{ of the client engagement projects. The knowledge creation
and development is done by the c::ollection, leverage and the evaluation of the huge amounts
of knowledge existing within thé organisation. The phases of indexation, filtration and the
linking are collectively termed as the library management activities of the firms since they are
Mmainly concerned with the screening, classification, integration and the connection of the
Content gathered from both the internal as well as the external resources. The phase of
distribution involves the delivery of the filtered and the linked knowledge to the consumers in
the form of web pages such as the creation of graphics, templates and the multimedia
formats, The application phase is concerned with the use of the captured, collected,
Synthesised and the delivered knowledge to produce more innovative products and services.

The six phases are also summarised in the pictorial representation shown below.
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Figure 2.10 KPMG Knowledge Management Process (Alavi, 1997)

2.16. Comparative Analysis of the Descriptive Framework

The various descriptive frameworks discussed above are compared with one another on three
dimensions. The two dimensions are related to the contexts while one of the dimensions, for
the comparisons between the descriptive frameworks, is content- related. Those that are
context related are known as the focus and framework genesis while the content related is

called the knowledge manipulation activities.

2.16.1. Focus

The focus of the frameworks reveals the particular dimensions that are under great emphasis
of the researcher of that specific framework. The Wiig’s framework, for instance, had its
main focus onto the managerial issues and influences that may have an impact on the conduct
of knowledge management in any organization along with all the knowledge manipulation
activities that get influenced by the framework of Wiig. Choo (1996) has also identified some
of the knowledge manipulation activities in the knowing organization framework.
Furthermore, the framework put forward by Van der Spek and Spijkervet (1997) emphasized
on the cycle of the stages and the pattelrn knowledge manipulation activities within the
organizations. The model by Petrash (1996) relates to the types of intellectual capital found
within the organizations and their importance in the knowledge management process. The
. model is therefore, significant for the characterization of the knowledge related resources
within the organizations. The model put forward by Nonaka (1994) also focused on the
creation of knowledge within the firms occurring due to the combination of human
interactions and the knowledge conversions. The last descriptive framework by Alavi (1997)
focuses on the use of technology to implement the knowledge management within the

organizations.
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Table 2.2 Comparative Summary of the Descriptive Framework

2.16.2. Framework Genesis

Framework genesis is also another type of the comparative techniques that allows the
frameworks to be compared with one another. The framework genesis is a context related
technique that has its main emphasis on the development methodologies of the frameworks.
Research indicates that the frameworks originate from the academic as well as the
Practitioner related sources. Those that result from the academic research are the ones that
originate from the field researches across various organisations into the knowledge

Mmanagement phenomenon. Those that result from the practitioners are first hand experiences

arising from the consulting capacity of the researchers.

Thus, the framework devised by Choo (1:996) was a synthesis of the past research while the:
model put forward by Petrash (1996) resulted from the practical organisational experiences.
In addition to it, the framework by Alavi (1997) seemed to have grown out of academic case

Study of a consulting organisation. The comparative summary of the framework genesis of

the descriptive frameworks is shown in the diagram below.

Broad Frameworks Specials Frameworks
Authors | Wig.1993 | Choo,1996 | vander | Perash, 1906 | Nonaka, | Alavi,
Dimensions Spek o ‘ 1966 1997
‘ 183
| Geness | Not | synthesis | Not Practical Not Case
indicated | of past Indicated | onpanisationa! | Indicated | Study
research experiences

Table 2.3 Comparative Summary of the Descriptive Framework
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2.16.3. Knowledge Manipulation Activities

Many of the descriptive frameworks identify the knowledge manipulation activities. Research
into the KM indicates that some of the descriptive frameworks deal with the knowledge
management activities at only the elemental level while some of the organisations deal with
high level knowledge manipulation activities. The knowledge manipulation activities are
mostly identified in the frameworks put forward by Wiig (1993), Van der Spek and
Spijkervet (1997), Alavi (1997), Choo (1996) and Nonaka (1994). Summary of the
knowledge manipulation activities identified in the framework is also shown in the diagram

below

knowledge)
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Table 2.4 Summary Knowledge manipulation activities identified in the frameworks
All in all, the literature review provided above gives an overview of the terms and the

concept of knowledge and the knowledge management. It also discussed various theories that
lie behind ihe need and function of the knowledge management. The critical success factors
for the implementation of the knowledge management along with the specific techniques and
tools that are used in the implementation process. The benefits that the knowledge

management provides to the organisations, which implement the KM, are also discussed.

Furthermore, the literature review also discusses the knowledge management frameworks
that are aimed at improving the deficiencies of the traditional knowledge management. This

literature review also analysed the different origins of the frameworks of the KM. It suggests
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that the development of a new KM framework must ensure that all the factors that were

ignored in the traditional generic and broad frameworks are taken into account.

2.17 Social Ontology And Knowledge Management Introduction

To remain competitive, it is imperative for the enterprises to implement effective knowledge

managefnent systems throughout their operations. This chapter aims to develop a social

ontological framework for the implementation of KM systems within the enterprises. It starts
with the explanation of the concept of social ontology and the knowledge management in
detail followed by the benefits of social ontology framework as an approach for gaining the
understanding about the knowledge management (Alavi and Leidner, 1997). This chapter
focuses on the knowledge management episodes for the development of the ontological
framework. The effect of human behaviour on thé effectiveness of the knowledge
management systems of the enterprises remains a key area under the focus of this chapter.
The efficiency of the knowledge management systems and episodes can be maximized by
ensuring that the organization remains mindful of the human behaviour and other
environmental changes. The knowledge management results from collective processes taking
place within the entities (Adams, Bessant and Phelps, 2008). The importance of the social
aspects for the development of effective knowledge management systems, therefore, makes

social ontology framework, a significant concept to be understood.

2.17.1 The Social Ontology

Ontology basically refers to a state of common onf shared understanding of a particular group
of people about a specific domain. Ontology results from the process of negotiation between
the people of organizations. The ontologies are 'made social within the enterprises by the
collaborative and shared organizational processes. These are the systems/of the collective
identities and meanings within which the individuals of the organizatio'né exist and act
(Adamson, 2005). According to the researchers, the most basic definition of ontology is that
it is the reflection of reality in the form of a formalized model resulting from negotiations
between the individuals of the organizations. Gaining an understanding about the knowledge
relevant to the organization along with the storage and the retrieval of knowledge is
facilitated with the help of ontologies. The basic purpose ihat the ontologies serve is the

representation of knowledge in the form of formal models (Alazami and Zairi, 2003).

Researchers suggest that before all the individuals within the organizations gain a certain

level of understanding related to the knoWledge claims, they have to, first, agree on the
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ontological distinctions of the symbols which make up those knowledge claims (Avison et
al,, 1999). In the rapidly changing business world today, the organizations have abundant
quantities of knowledge at their disposal comprising of both structured as well as the
unstructured knowledge. The collective understanding about the knowledge related claims
are fluctuate constantly within the organizations. Allard and Holsapple (2002) believe that
one of the main influences on the ontology of knowledge management within the
organizations comes from the managerial side. However, the managerial influence cannot be

regarded as the only representative of the knowledge existing within the organizations.

The knowledge management within the organizations has been defined by the researchers
according to their level of understandings and experiences. The most commonly used version
of the definition of this concept suggests that the knowledge management is the knowledge
which is represented in the form of the organizational databases, information technology, the
tacit knowledge of the employees as well as the policies and procedures. A combination of
these collective as well as the distributed repositories represents the knowledge of the
organizations. The communicative processes existing within the organizations facilitate the
collection, sharing, management, generation and the storage of the knowledge. Therefore, the
ontologies which explain the knowledge management activities are outlined as being “social’

in nature (Avison et al., 1999).

The social ontology has also been defined by many practitioners according to their own
perspectives. The most widely acceptable definition of this‘concept defines it as the study of
the social human reality. According to Martins, the social ontology framework is about
investigating the social aspects of the entities and their properties. The basic reason why
organizations develop the social ontological framework is to inquire the knowledge
management within the organizations and to observe the organizational behavior to gain a
clear understanding about the social behavior of the people working within the boundaries of

the organizétions (Bennett and Garbreil, 1999).

Collective intentionality remains an important concept in the social ontology. This term is
defined by Sears as the presupposition of the social réality of the organizations Coliective
mtentlonahty is therefore, the state of mind by which the mental state of the individual is
directed about certain objects or other states of the world (Blindenbach-Driessen, 2009). The
social reality comes into existence when the individuals within the organizations share a

common understanding about a certain domain or a concept. Hence, according to Sears,
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people who are part of a social reality also share the intentionality to believe in certain things.
This discussion on the social ontology framework and the collective intentionality also
includes two phenomena named as the observer independent and the observer relative. The
social reality can therefore, not be created by the humans without the presence of a collective
intentionality within the organizations. When all the individuals, who take part in the
generation of the organizational knowledge and in the creation of the social reality, accept the
knowledge management systems within the organization, it is then that these systems make
the most out of the tacit as well as explicit knowledge available. When the knowledge related
models are generated, it is vital that the social element of the knowledge management
ontologies are given due consideration. The ontologies and systems within the organizations
which aim to outline the need and the process of knowledge management must also pay
consideration to the factors which influence the willingness of the workforce to express and
share their tacit along with the explicit knowledge. These factors may hinder as well as
enhance the willingness of the employees about the knowledge management and sharing

(Business Monitor International, 2010).

Understanding the knowledge management process requires the sociological investigations of
the social rules applicable within the enterprises along with the human behaviors. The
employees within the organizations, according to Martins, do not always follow their own
individual set of goals and targets. Rather, they tend to follow the social rules and procedures
relevant to human> behaviors. Human agency is not determined by the social behaviors and
structures (Casselman and Samson, 2010). The most effective features of the social human
behavior and cooperation are the freedom of choice and study of the goals and values.
Furthermore, the cooperation between the human also exists because of the transformations
and reproductions in the ontologically distinct social behaviors and structures. The main
difference between the traditional ontological approaches and the today’s social ontology is
that it goes into the detail of how various processes develop. The knowledge management

activities of the organizations evolve constantly and their development and maintenance also

takes place simultaneously, due to their social nature (Cha, Pingry and Thatcher, 2008).

Social ontology also leads to the development of algorithms which are very useful
Computational tools for the successful implementation of knowledge management. These are
mostly helpful when the organizations have to deal with huge amounts of knowledge (Avison
et al,, 1999).
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There are numerous methods that could be used for the knowledge management, sharing and
organization within the enterprises. Social ontological framework is particularly helpful
because it facilitates open communication between various individuals within the enterprises
by providing them with common knowledge about a certain concept or domain. Social
ontology is one of the ontological categories which deal with the static, dynamic, and
intentional and the social aspects of this world. The social ontology framework covers the
social settings of the enterprises as well as the permanent organizational structures and the
network of collaborations and the interdependencies between the entities. The main
difference between the traditional ontologies and the social ontology is the level of
formalization between the two. The process of the creation, geﬁeration and the maintenance
of social ontologies is also very different from the orthodox ontologies (Cheng and Chen,
2008).

2.17.2 Knowledge Management
In today’s ever increasing knowledge based economy, the need for creating a competitive

edge is essential for the companies. The implementation and the maintenance of knowledge
management systems is one of the most effective ways which help the organizations gain
competitive advantage over their competitors. There are many versions of the concept of
knowledge management av.ailable in the literature. Similarly, the definitions of knowledge
management are also different from one another on the basis of the assumptions and the
perceptions used by the researchers who have produced those (Cohender et al., 1999). The
simplest definition of knowledge management describes it as the ‘justified true belief” and
also distinguishes the knowledge from information on the grounds that it is the requirement
of knowledge to let the information to be converted into knowledgef And a knower is a basic
requirement for the conversion of information to knowledge to take place. Knowledge has,
" therefore, been considered really hard to transfer, share, disseminate, assimilate, generate and
comprehend as compared to the information. "The most commonly used definition of
knowledge within the organizational boundaries is that it relates to the set of organized ideas
or facts which present reasoned and clear judgments and experimental results that get

transmitted to the people within the organizations via systematic mediums of communication
(Crossan, Lane and White, 1999).

56-

i s o



2.17.3 Types of Knowledge

Research work indicates that knowledge existing within the organizations is of two main
types. The two types are named as the extrinsic or explicit and the intrinsic or tacit
knowledge. Extrinsic or the explicit knowledge relates to the codifiable form of knowledge
existing within the organizations (Chinowsky and Carrillo, 2007). Some common forms in
which the extrinsic knowledge exists within the organizations are the enterprise repositories,
manuals, databases and within the information systems as well as the computer systems. The
other form of knowledge is the tacit knowledge which is highly personal to the people within
the organizations and it exists, mainly, in the experiences and the mindsets of the individuals
in the organizations. The tacit or the intrinsic knowledge has its roots in the contextual

experiences of the employees and the managers within the organizations (Choi, Lee and Yoo,
2010).

To assist the organizations in creating a competitive edge in the increasing knowledge based
economy, it is essential that the organizations are well equipped with ways of generating,
capturing, sharing, using and disseminating explicit as well as the tacit knowledge. Since that
tacit knowledge is personal to the individuals, the organizations have to ensure that the
employees and the managers are encouraged to share and apply the knowledge that they
possess actively with their organizations in order to facilitate the development of effective
KM systems and aids (Chinowsky and Carrillo, 2007). |

- 2.17.4 Explanation of the Concept of Knowledge Management
Enterprises of all types and sizes require well structured knowledge management systems and

Processes in place. The degree to which these KM systems and procedures are pursued within
the businesses varies constantly. Research indicates, however, that in the lérge as well as the
Small businesses, the knowledge management works with the major objective of bringing
improvements in the long term as well as the short term performance related to the
knowledge (Datamonitor, 2010). According to the researchers and the' practitioners, the most
common definition used by the competent enterprises states that the knowledge management
is the ‘systematic, explicit and the deliberate management of the knowledge related processes
and intellectual capital assets of the organizations and the creation of the capabilities to build,
renew, utilize and safeguard the knowledge to maximize the enterprise’s knowledge related
effectiveness and returns from the intellectual capital assets operationally, tactically and
strategically’(Drucker, 1987; Economist Intelligence Unit, 2010).
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The researchers suggest that the most obvious reason behind the application of knowledge
management and sharing within the organizations has always remained to ensure that the
knowledge related processes of the business were facilitated systematically and actively at all
times (Avilon et al.,, 1999). Knowledge management also provided guidance to the human
behaviors, activities and the processes related to the knowledge within the entities. It helps
the enterprises pursue initiatives in all sorts of domains at almost all the managerial levels
within the businesses. Knowledge management is not a stand- alone activity. Rather, it is an
integrated field that has connections with numerous disciplines. The operational performance
of the enterprises gets positively impacted by the introduction qf knowledge management as
it facilitates and allows the use of existing knowledge related assets of the enterprises in
conjunction with the ongoing routine work of the organizations. Knowledge management
provides a forward looking horizon to the operations of the entities and also assists them in
developing new knowledge related assets and capabilities (Elashaheb, 2005). The knowledge
management is not only confined to the process of generating, harvesting, sharing,
disseminating, codifying and embedding new and improved knowledge systems and
procedures within the entities. Rather, it also involves the provision of knowledge related
education, training and the required infrastructure to the entity. Knowledge management is
not only relevant in the opei‘ational activities. Instead, it also assists at the tactical as well as
the strategic level of the organizations (Avilon et al., 1999). Some of the aspects where
knowledge management may provide immense contribution within the entity are outlined in

¢

the diagram provided below.
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Figure 2.11: Examples of strategic, tactical, and operational K M-related considerations,
plans, initiatives, and activities from Faber, N., Peters, K., Maruster, L., van Haren,
Rob & Jorna, R. (2010) ‘Sense Making of (Social) Sustainability’. International Studies
of Management & Organization, Fall, 40(3), pp. 8-22.

2.17.5 The Purpose of Knowledge Management within the Enterprises
The level of competence that all enterprises have arises from the combination of knowledge

as well as the intellectual and physical capabilities at the disposal of the organizations. The
knowledge relates to not only the personal knowledge possessed by the employees and the
management but also includes the organization related knowledge. The form in which the
knowledge exists can either be tacit, explicit, embedded or implicit. The application of
knowledge management systems ensure that all organizations have a systematic management
system for their short term as well as the long term goals and objectives related to the
knowledge (Fairclough, 2005).
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The purpose of the application of knowledge management into the enterprises is to ascertain
that all types of intellectual capital assets are always advantageous for the companies. The
KM systems and processes help the organizations build, maintain, share and safeguard the
intellectual capital assets of the organizations in the short term as well as in the long term
business plans and initiatives. The implementation of effective knowledge management
systems makes the companies able to make more knowledgeable and informed decisions
(Frost and Sullivan, 2009). Deliberate KMS enables the employees, managers and the
automated systems to perform with greater improvement in the operational, tactical and the
strategic levels within the organizations. KM also ensures that all the people within the
enterprises share a common understanding about numerous areas of the businesses and
implement the strategies and aims of the organizations with greater effectiveness and
efficiency. The shared understanding is brought in by the social ontological framework which
then allows the KM systems to operate effectively on the basis of the common understanding.
Another contribution of the knowledge management systems to the organizations is that it
ensures that all the intellectual capital assets of the enterprise are safeguarded and exploited at

their maximum (Fong and Kwok, 2009).

Most of the organizations today depend on the availability of structured as well as the
unstructured knowledge in order to handle the constantly changing dynamic business world.
The unanticipated opportunities and threats arising from both the internal as well as the
external environment of the entities require up- to- data knowledge at all times. Tﬁerefore,
effective knowledge management systems and processes are essential to provide thef entities
with their required knowledge to help them meet the ever increasing business demands
(Gabberty and Thomas, 2007).

 According to the literature available on the domain of knowledge management, tflere are
differing perspectives proposed by the researchers and the practitioners relevant to this
subject. The knowledge management literature is derived from two main schools of thought.
The first primary school of thought relates to the existing knowledge available within the

enterprises in explicit forms such as in the form of manuals, databases and computer

technology etc. The second school of thought relates to the creation and the generation of - -

new distinct knowledge. The first school of thought defined the knowledge management
f)rocesses as symmetric and organizationally specific in nature. The emphasis of this school
of thought remains on the tools and aids that are used to collect, store and share the existing

knowledge within the entities. The symmetric knowledge management processes as identified
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by the first school are significant for the acquisition, organization and the communication of

the tacit as well as the explicit knowledge existing within the businesses (Gottschalk, 1999).

The second school of thought discusses the knowledge management in an environmental
context. The environmental contéxt relevant to the knowledge is studied very closely to
generate and retrieve the required information to increase the effectiveness of the decision
making process and to cause the generation of new knowledge within the organizations. The
knowledge management is not to be considered as a separate system or process (Gunasekaran
and Ngai, 2007). Rather, it is collectively owned by all individuals within the organizations
and is considered as a responsibility of the entire workforce as well as the management of the
enterprise. The knowledge management is an important element of the structure or the
enterprises. Social ontological approach is commonly referred as a strategic leadership
approach that comprises of open communication channels and flat hierarchical structures.
The creation of the shared social reality within the organizations is, therefore, facilitated by
the combination of knowledge management with effective human resource management and

total quality control management systems (Hassell, 2007).

Sharing the tacit and the explicit business knowledge refers to the utilization of knowledge
about the internal business process along with the external rhattérs such as the identification
of the needs and requirements of the customers and the governmental policies and régulations
affecting the business. The social ontological approach to the knowledge management refers
to the creation of a collective intentionality within the enterprises as also mentioned in the
discussion above. The competitive advantage is enjoyed by the enterprises when their
employees become the knowledge workers and share, disseminate and generate explicit and
tacit knowledge at their disposal. The employees are more aware about the intemal as well as
the external matters relating to their entities and they therefore, feel more motivated towards

working for the betterment of their organizations (Holsapple and Singh, 2000).

The creation of new organizational knowledge and its management has been under the great
focus of the academic researchers and practitioners. Nonaka has researched the
interrelationship between the tacit and explicit knowledge in the knowledge spiral concept
that he has put forward. Furthermore, the relationship of the communication between the tacit
and explicit knowledge is explained by fpur processes namely socialization, externalization,

internalization and combination. According to Nonaka, the basic emphasis of knowledge
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. management remains onto the externalization and the combination of the tacit knowledge
(Hong and Vai, 2008).

Understanding the exact knowledge needs of the organizations is imperative for the
employees and the management within them. It is essential that they perceive the
organizations in the same manner as they appear to their owners i-e their shareholders. The
sharing of the required knowledge has to be, therefore, improved by the creation of effective
systems for the categorization and the combination of the two types of knowledge. The
activities and programs relating to knowledge management enable the employees and the

managers to share their knowledge. However, research indicates that the existence of

knowledge related technology in the enterprise is never sufficient (HR Focus, 2007).

The effectiveness of knowledge management systems also depends on the culture within the
organizations. Researchers have also considered change management as necessary for the
application of social ontological approach towards knowledge management. The concept of
knowledge management has also been regarded as the successor of the concept of the total
quality management (TQM). This is so because the knowledge management contributes
towards improving the quality of the processes and systems within the enterprises and is
regarded as an important quality measurement tool. According to Waddelf, the concept of
knowledge management includes the two variables named as the knowledge acquisition and
knowledge dissemination. The variables don’t only occur at the organizational level but also

t

at the customer level (Adams, Bessant and Phelps, 2008).

The concept of knowledge acquisition is related to the processes and programs that are!
initiated by the organizations to identify and scrutinize the key needs and requirements of the
major customers of the entities. The knowledge acquisition is actually regarded as the first .
step towards the implementation of knowledge management. At this stage, the enterprises
have to ensure that they have effective quality control procedures in place to make sﬁre that
the customer- related information is readily available for informed and timely decision

making within the entities (Adamson, 2005).

The knowledge management systems have been extremely helpful in bringing together and - -
categorizing the explicit knowledge from various sources within the organizations. Theu‘
second variable is the knowledge dissemination which is useful for fulfilling the knowledge
needs of the internal environment of the ofganizations. The knowledge dissemination focuses

- on tacit knowledge in contrast with knowledge acquisition which has the major focus onto the
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analysis and gathering of explicit knowledge (Casselman and Samson, 2010). The
implementation of knowledge management systems also, according to Lee and Yang,
improves the motivational level of the employees and the managers and therefore, helps raise
the quality of the products and services of the organizations. The knowledge management
systems build up a knowledge sharing environment within the organizations to disseminate
the knowledge by systematic processes. Organizational culture has always remained an
important component of the knowledge management systems application. Employees who
share, disseminate, generate and develop tacit as well as explicit knowledge are retained by
the organizations as compared to those who are less willing to participate in the knowledge
related activities (Alazami and Zairi, 2003).

The knowledge management related personnel is also highiy important for the strengthening
of the link between the knowledge management itself and the TQM (Adamson). Furthermore,
one of the key roles played by the knowledge managers is to create the awareness amongst
the people within the organizations about the concept of knowledge management and sharing.
According to Alazmi and ‘Zairi (2003), the business excellence and competitiveness is greatly
influenced by the knowledge management. Companies have to ensure their survival in the
today’s global environment by maximizing their knowledge capabilities and innovation
skills. The organizational learning is also influenced by the implementation of knowledge
systems within the enterprises. The theory put forward by Nonaka and Takeuchi is called the
theory of organizational knowledge creation and it places importance on the tacit as well aé
explicit knowledge. Thus, organizational culture, structure and the environment has a grea‘!c
‘effect on the knowledge management and sharing processes within the entities (Allard anc_l
Holsapple, 2002). ’

2.17.6 Social Ontology for Knowledge Management Systems
The social ontological framework has been outlined as being particularly important for the

implementation of the knowledge management systems within the enterprises. The traditional
ontology did not tend to put much focus onto the shared understanding as compared to the
social ontologies. The social ontology is determined by shared interactions and structures
relevant to a certain domain related to .the enterprise. The research work, however, suggests
that for the knowledge management systems to be successfully implemented, it is vital that
they are aligned with the organizational culture and structure so that the enterprises remain
open for change at all times and encourage the collective organizational learning (Kearns and

Sabherwal, 2006). Research work indicates that knowledge management systems must
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consider that thc behavior of the employees as well as the managers is determined also by a
social ontology which in itself is a blend of the concept of collective intentionality and
common understanding. These two elements remain constantly fluctuating. The knowledge
must therefore not focus onto the knowledge need analysis primarily.. Rather, it should lay
emphasis on appreciative enquiry by making use of the social phenomenon outlined above.
Furthermore, the effective knowledge systems initially outline the most appropriate
knowledge and then work to comprehend the creation process of the knowledge. The systems
also work to further strengthen the people and processes which are capable of providing the

best knowledge solutions within the entities (King, 2010).

Moreover, the knowledge management systems ensure that explicit or the extrinsic
knowledge is made available to the employees of the organizations so that they become the
knowledge workers and own and initiate knowledge management episodes by creating
collective appreciative enquiries. The managers of the organizations must therefore focus
more on strengthening the relationships between the KM systems and the knowledge users
within the entity instead of developing the tangible knowledge management systems and
pfocedures. The knowledge managers must also encourage excellence by facilitating the
workforce in identifying the preconditions for excellence. In addition to it, the development
of collective intentionality also requires the consideration of organizational culture and the
social behavior of the people within the enterprises. The social ontology for the KM must
focus on the elements that are mandatory for the collective ownership of the knowledge
management activities and episodes to encourage the maintenance of the competitive

advantage of the entities (Kosturiak, 2010).

2.17.7KM Interlinked with the Social Ontological Framework

- As outlined above, knowledge management is clearly a social process as it deals with the

social aspects relevant to the social realities. Research work indicates that the -social
ontological principles and rules can be applied when developing the theoretical framework
for the activities relating to the knowledge management. This interlink between the social
ontology framework and the development of the KM systems can be beneficial for the
organizations as it leads to an apparent improvement in the organizational performance by
making the workflow smoother and the organizational structure less complex. Ontology,
g-enerall‘y,‘means‘ to represent some concept or a domain specifically. The organizational

performance improves when all the people within it come to agree on a shared understanding

* about a set of symbols and concepts (Kulkarni, Ravindran and Freeze, 2006; 2007). These
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shared understandings are never created by the ménagement or the organization or by its
vision, aims or the objectives. Rather, these common understandings are developed
collectively when every individual in the organization takes part in it. The social ontological
framework therefore, tends to explain the behaviour of the people within the organizations in
their social contexts. The social interaction within the enterprises is determined by the
individuals who balance the structure with agency. The presence of the social interactions
causes the managers to create processes that are relevant to the knowledge management and
sharing. These processes, then, encourage the employees to convert themselves into
knowledge workers who share and disseminate the tacit as well as explicit knowledge which
they possess. The organizations create competitive advantage for themselves with the use of
the social ontological framework combined with the implementation of the knowledge
management systems. In today’s business world that requires constant generation, application
and the updating of knowledge, the social ontology is particularly helpful and effective as it
allows the knowledge management systems to take the social processes of agency as well as

the organizational structure into account (Lai and Fan, 2002).

2.18 Summary

This chapter has laid foundation of the Business Organisational Knowledge Management
Integrated Social Ontology Framework (BOKMISOf) within the literature. The BOKSIMOf
is the synthesis of the best practices within the variety of existing KM frameworks. A special
emphasis on the social ontological litérature review is also presented. The applicability of the
social ontological principles for knowledge management and sharing has remained some
specific areas under the discussion in-this chapter as the existing literature on KM and social
ontology suggests the two concept as essential for the competitive advantage of the
enterprises in the knowledge based economy (Avilon et al.,, 1999). The chapter begins with
the explanation of the two concepts and also puts light onto the interrelationship between the
two areas. The chapter concludes that the development of the knowledge management
Systems must start with the creation of awareness about the social phenomenon called the
Collective intentionality. The knowledge managers must not carry out the analyses related to
the knowledge management without gi\;ing due consideration to the knowledge possessed by
the employees. More research work need s to be carried out on strengthening the social
ontological framework so that it also includes all the variables that may have an influence
onto the application of knowledge management within the entities. All in all, the chapter lays

its focus onto the fact that the utilization of a social ontology which provides the entities with
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shared understanding about various domains relating to the organizations is essential for the
improved organizational performance. The implementation of knowledge management
systems must also include the social ontology so that employees within the enterprises
become the knowledge workers and take initiatives for the sharing, applying and the

accessing of the knowledge for the competitive advantages for their enterprise.

From the literature review the folowwoing framework has been developed which is evaluated

through further reflection and case studies to produce the final BOKMISOf shown in Chapter
Three .
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Figure 2.12. A Social Ontology Framework for the Telecommunications Industry in the
Saudi Arabia and the Gulf States.
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CHAPTER’THREE: Business Organisation Knowledge
Management Integrated Social Ontology Framework BOKMSOF

3.1. Introduction

The chapter presents the BOKMISO framework in detail and the formulation of hypotheses
and the development of the research design to evaluate the framework. The BOKMISOf is
based on various theories, models and approaches. The theoretical concepts in this framework
are based on the Research outline discussed in Section 1.3. The BOKMISOf takes into
consideration, KM concepts, business organisational context, structure and culture and social
ontology. As a result of building the BOKMISO framework, five main hypotheses containing
sub hypothesis were developed. The research hypothesis is tested in a case study in the
telecommunication industry in Saudi Arabia and these hypotheses have a direct link to this
case study. Each hypothesis helped in preparing the questionnaire and semi-structured
interview that was collected from Telecommunication Industry in Saudi Arabia and Gulf
State. The social issues are also discussed, as related to the social ontology which impacts the

business organisational KM issues in Saudi Arabia.

Moreover, in this chapter the first hypothesis is based on relationship between organisational
cultures, which contains sub hypothesis based on different variables related to organisational
culture. The second hypothesis is based on organisational structure, which shows positive
relationship between workflow of the organisation and KM. The third hypothesis is based on
KM strategies, which are divided further in eleven-sub hypothesis. The sub-hypotheses are
designed based on various factors of KM stratégies, which help organisation maintain their
business. The last hypothesis is based on KM tools and mechanisms, which plays important

role in further innovation, decision-making, development, training and so on.

Figure 3.1 below presents the BOKMISOf. Each component of this framework is based on
various issues that have been developed from the synthesis of existing organisational
knowledge management frameworks as discussed in chapter 2 and discussed further in this
chapter Section 3.2 and 3.3. This framework has a organisational context which is based on
organisational culture and organisational structure. It takes into consideration Knowledge
Management strategies, tools, mechanisms and workflow. It incorporates the Knowledge
Management Cycle and the various Knowledge management components. A social ontology

is integrated with this Organisational Knowledge Management Framework. Table 3.1
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presents the "social ontology" in detail. This is a set of social concepts that have a common
meaning in the industry of telecommunications in the Kingdom of Saudi Arabia and the Gulf
states. Research has been conducted evaluating Bokmisov work and this was further tested

with the qualitative and quantitative analysis as described in Chapter 4..

Business Organisational Knowledge Management Integrated Social
Ontology Framework (BOKMISOf)

Represears, Typify,
Model, Codify

Imgrcwey Evahre)
Matures/ Innmovate

- TEN #
Communicate,

[Irpbesnent][Use]

Aralyss/Symthasis

Figure 3.1 Business Organisation Knowledge Management Integrated Social Ontology
Framework (BOKMISOf)

3.1.1. Social Ontology
The structure of the Social Ontology is based on the Enterprise Ontology (Uschold et.al.

1998), except that in this thesis we are dealing of Social terms and definitions. The "social
ontology" three categories or levels: community (S) and the organization (s), and group (g)
and the individual (i). Community level is not in the scope of this paper. A detailed
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description of "social ontology", a list of terms and definitions relevant to the areas on three
levels of social Ogi. As can be seen from "diagram 3.1 Bokmisov", has been integrated
"social ontology" within the business and knowledge management components. The "social
ontology" in Table 1 below.. |

Social Level
Individual Group Organisation

Concepts

e ————

1. Ethics A system of moral | A system of moral principles | A system of moral principles
principles affecting how | affecting how Groups make | affecting how Organisations
Individuals make decisions | decisions about their [ make decisions about their
about their_viewpoint on | viewpoint on what is right | viewpoint on what is_right and
what is right and wrong. and wrong, wrong.

2. Tradition An individual that | A group that continues an | An organisation that continues
continues an established | established way of thinking | an established way of thinking
way of thinking that | that continues as a pattern of | that continues as a pattern of
continues as a pattern of | culture, beliefs and | culture, beliefs and behaviour.
culture, beliefs and | behaviour.
behaviour.

3. Culture A set of characteristics | A set of characteristics | A set of characteristics defining
defining Individual | defining Group tradition, | Organisation tradition, beliefs
tradition beliefs  and | beliefs and lifestyles. and lifestyles.
lifestyles. »

i

\

4. Work A set of tasks an individual | A set of tasks a group | A set of tasks an organisation
performs to_achieve a goal. | performs to achieve a goal. performs to_achieve a goal.

5, Recognition Individual Group acknowledgement of | Organisation acknowledgement
acknowledgement of | achievement of achievement
achievement ‘

8. Acknowledge To recognise, appreciate | To recognise, appreciate and | To recognise, appreciate and
and accept individual | accept group contribution to | accept organisation contribution
contribution to the | the group goal to the organisation goal
individual goal '

7. Accept Individual  consent  or | Group_consent or agreement | Organisation consent or
agreement agreement

8. Identity Set  of  characteristics | Set  of  characteristics | Set of characteristics belonging
belonging to an individual. | belonging to a group. to an organization

9. Motivation Individual drive towards a | Group drive towards a | Organisational drive towards a

N desired goal desired goal desired goal
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10. Problems

An Individual situation that

A group = situation that

An Organisation situation that

presents some difficulty presents some difficulty presents some difficulty
1. Loyalty An Individual commitment | A group commitment to trust | An organisation commitment to
to trust and follow their | and follow their group goals. | trust and  follow  their
individual goals. organisation goals.
12. Collective An individual sense of [ A group sense of belonging | An organisation sense of
Identity belonging to a group. to a organisation. belonging to a society.

13. Hesitation

An individual delaying a
decision or action

A group delaving a decision
or action

An organisation delaying a
decision or action

14. Confidence

An individual certain about
a decision or action

A group certain about a
decision or action

A organisation certain about a
decision or action

15. Mistake

An individual error or
failure

A group error or failure

An organisation error or failure

16. Reputation

Individual opinion about
other individuals

Group opinion about other
groups

Organisation opinion about
other organisations

17. Gharacter

A set of moral features of
an individual

A set of moral features of a
group

A set of moral features of an
organisation

18. Strategy

Individual direction and
plan to achieve a goal

Group direction and plan to
achieve a goal

Organisation direction and plan
to achieve a goal

19. Attitude

An individuals thinking,
feeling and action to
various situations

A group thinking, feeling
and action to various
situations

An  organisation  thinking,
feeling and action to various
situations

20. Worry

An individual anticipation
of future problems

A Group’s anticipation of
future problems

An organisation’s anticipation
of future problems

21. Enthusiasm

An individual’s energetic
interest about individual
activities

A group’s energetic interest
about group activities

An organisation’s energetic
interest about  organisation
activities

N

22. Discipline Individual acting according | Group acting according to | An organisation acting
to individual rules group rules according to organisation rules

23. Habit An individual’s regular and | An group’s regular and | An organisation’s regular and
repeated activities repeated activities repeated activities

24. Health A condition where an | A condition whereagroupis | A  condition where an
individual is performing to | performing to an optimal | organisation is performing to
an optimal level level optimal level

25. Harmony - Individual agreement and | Group  agreement and | Organisation agreement and

alignment  within  the
individual.

.alignment within the group.

alignment within = the
organisation
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2. Collective
Working

P——

Collection of individuals
that regulate their own tasks

Collection - of groups that
regulate their own tasks

Collection of organisations that
regulate their own tasks

27. Communicatio
n

Sending or  receiving
information by individual

Sending or receiving
information by a team or
group

Sending or receiving
information by an organization

28. Responsibility

An individual being
accountable for what is
within their control

A group being accountable
for what is within their
control

An organisation being
accountable for what is within
their control

of sensations and emotions

sensations and emotions

2. Task It is a piece of work | Itis apiece of work assigned | It is a piece of work assigned to
assigned to an individual to | to a group to complete an organization to complete
complete

\

30. Trust A confident expectation of | A confident expectation of a | A confident expectation of an
an individual group organisation

31, Feelings An individual’s experience | A groups experience of | An organisation’s experience of

sensations and emotions

%2 Experience

An individual’s special
skills and knowledge.

A group’s special skills and
knowledge.

An organisation’s special skills
and knowledge..

3. Influence

An individual’s ability to
compel other individuals,
groups or organisations to a
certain action, behaviour or

opinion

A groups ability to compel
other individuals, groups or
organisations to a certain
action, behaviour or opinion

An organisation’s ability to
compel other individuals,
groups or organisations to a
certain action, behaviour or
opinion

34. Behaviour

An aggregate of all the

An aggregate of all the

An aggregate of all the actions

actions performed by the | actions performed by the | performed by the organisation
individual group
3. Adaptability It is the ability of an | It is the ability of a team to { It is the ability of an

37. Caring

concern or empathy

empathy

individual to change or to | change or to be changed organization to change or to be
be changed changed

3%. H appiness An individual feeling good | A group feeling good An organisation feeling good
An individual showing | A group showing concern or An organisation  showing

concern or empathy

3. Depression

An individual feeling bad

An individual feeling bad

An individual feeling bad
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39. Inadequateness

An individual missing what
is necessary

A group missing what is
necessary

An organisation missing what is
necessary

40. Fear An individual’s anticipation | A group’s anticipation of | An- organisation’s anticipation
of future problems future problems of future problems

41. Confusion An individual’s lack of | An group’s lack of clarity An organisation’s lack of clarity
clari : '

42. Anger An individual bad feeling | A group bad feeling resulting | An organisation bad feeling
resulting from a sense of | from a sense of injustice resulting from a sense of
injustice injustice

43. Remorse An individual bad feeling | A group bad feeling resulting | An organisation bad feeling

resulting from their bad
actions

from their bad actions

resulting from their bad actions

44. Abundance

A individual belief that

A group belief that there is

An organisation belief that there

Mentality there is plenty plenty is plenty
45.Sca rcity An individual belief that [ A group belief that there is | An organisation belief that there
Mentality there is lack lack is lack
46. Ego It is a feeling where an | It is a feeling where a team | It is a fecling where an
individual  feels  self- | feels self- importance organization feels self-
importance importance

47. Arrogance

An individual feeling of
being superior to other
individuals

A group feeling of being
superior to other individuals

An organisation feeling of being
superior to other individuals

48. Pride An individual good feeling | A group good feeling | An organisation good feeling
resulting from their own | resulting from their own | resulting from their own
achievements achievements achievements

49. Success It is a state where an | It is a state where a group | It is a state where an
individual accomplished his | accomplished his aims and | organization accomplished his
aims and goals goals aims and goals

s0. Failure It is a state where an | It is a state where a team [ It is a state where an
individual does not | does not accomplish his aims | organization does not
accomplish his aims and | and goals accomplish his aims and goals
goals

51. Resilience It is a state in which an | It is a state in which a group [ It is an organisation continually
individual continually | continually recovers from | recovers from difficulties
recovers from difficulties difficulties

_ —

52. Tolerance It is an experience of | It is an experience of | It is an experience of enduring

enduring some opinion or
behaviour that individual
dislike

enduring some opinion or
behaviour that group dislike

some opinion or behaviour that
organization dislike
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s3. Competence

It is the ability of an
individual to do something
sufficiently or efficiently

It is the ability of a team to
do something sufficiently or
efficiently

It is the ability of an
organization to do something
sufficiently or efficiently

54. Lea rning It is the act of an individual | It is the act of group by | It is the act of an organization
by gaining or acquiring | gaining or acquiring | by gaining or  acquiring
knowledge through study or | knowledge through study or | knowledge through study or
gxnerience. gxnerience exnerience

55, Teaching It is an act individual to | It is an act of team to help or | It is an act of organisation to

help or to make someone to
learn

to make someone to learn

help or to make someone to
learn

s6. Discovering

It is an experience which
individual find out or learn
about something unknown
and unexpected

It is an experience which a
group find out or learn about
something unknown and
unexpected

It is an experience which
organization find out or learn
about something unknown and
unexpected

which individual aims to

which a group aims to

5. Inventing 1t is an act of individual to | It is an act of group to find or | It is an act of organization to
find or discover something | discover something unknown | find or discover something
unknown unknown

58. Laziness It is an act of individual to | It is an act of team to resist | It is an act of an organization to
resist or dislike working or dislike working resist or dislike working

5. Pessimism Act of an individual of | Act of team or group of | Act of an organization of
lacking  optimism  and | lacking  optimism  and | lacking optimism and
enthusiasm enthusiasm enthusiasm

60, Optimism The equality of individual | The equality of group being | The equalify of organization
being encouraging, | encouraging, promising of a | being encouraging, promising of
promising of a successful | successful outcome a successful outcome
outcome

8. Morals It is a standards of | It is a standards of group to | It is a standards of organization
individual to define what is | define what is right and what | to define what is right and what
right and what is wrong is wrong is wrong

e :

62. Decision It is a conclusion or{It is a conclusion or|Itis a conclusion or resolution
resolution which an | resolution which a team | which an organization arrive to
individual arrive to it after | arrive to it after | it after consideration
consideration consideration )

63, Viewpoint It is a place or position | It is a place or position | It is a place or position where an
where individual can be | where group can be viewed | organization can be viewed
viewed from from from

64, Lifestyle 1t is a way or style of living | It is a way or style of living | It is a way or style of living by
by an individual -| by a group an organization

8. Goal It is a result or objectives [ It is a result or objectives | It is a result or objectives which
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achieve

achieve

organization aims to achieve

6. Contribution

It is a part or role played by
an individual

It is a part or role played by a
team

It is a part or role played by an
organization

7. Power

It is the ability of an
individual to do something
effectively

It is the ability of a group to
do something effectively

It is the ability of an
organization to do something
effectively

68. Commitment

It is an act where individual

It is an act where team

It is an act where organization

pledge to do something pledge to do something pledge to do something

69. Quality It is a character which | It is a character which | It is a character which defines
defines individual of being | defines team of being good | organization of being good or
good or bad or bad ' . bad

70. Vision It is a manner which | It is a manner whichagroup | It is a manner whicf

individual can see or
conceives of something

can see or conceives of
something

organization can see or
conceives of something

71. Networking

It is sharing of information
among individual

It is sharing of information
among group

It is sharing of information
among organization

72. Choice It is a right of an individual | It is a right of group to have | It is a right of an organization to
to have the option to select | the option to select have the option to select

73. Patience It is the ability of an | Itisthe ability of grouptobe | It is the ability of an
individual to be tolerant or | tolerant or to endure pain organization to be tolerant or to
to endure pain endure pain

74. Cou rage It is the power of an | 1tisthe power ofagroupto |It is the power of an

individual to deal with
danger or fear in confidence

deal with danger or fear in
confidence

organization to deal with danger

or fear in confidence

75. Etiquette

It is a code which
individual practice among
groups

It is a code which team
practice among groups

It is a code which an
organization practice’ among
society {

76. Legacy It is something handed | It is something handed down | It is something handed down to
down to individual from | to group from predecessor organization from predecessor
predecessor '

77. Consent It is an agreement or [ It is an agreement or | Itis an agreement or acceptance

acceptance of an individual
from what is planned

acceptance of a group from
what is planned

of an organization from what is
planned

78. Agreement

It is a contract or settlement
which individual agree to it

It is a contract or settlement
which team agree to it

It is a contract or.settlement
which organization agree to it

which |

79. Value It _is something which | It is something which group | It is  something
indi\}idual posses and | posses and  considered | organization posses and |
“considered worthy to have | worthy to have considered worthy to have

80. Skills It is a set of techniques an Tt is a set of techniques a | It is a set of techniques an

individual possesses.

group possesses.

organisation possesses.

74



81. Training

It is a practice or
instructions which

individual do to be
professional

It is a practice or instructions
which group do to be
professional

It is a practice or instructions
which organization do to be
professional

do things well

things well

82. Focus It is the ability of an | It is the ability of a groupto | It is the ability of an
individual to concentrate | concentrate their attention organisation to concentrate their
their attention attention

83. Flexibility It is ability of individuals to | It is ability of groups to | It is ability of organisations to
adjust and change when | adjust and change when | adjust and change when
required. required. required.

P————

84, Alignment It is a process by which | It is a process by which [It is a process by which
individuals adjust, match | groups adjust, match and | organisations adjust, match and
and correspond to different | correspond to  different | correspond to different
concepts. concepts. concepts.

85. Good It is the right things or the | It is the right things or the | It is the right things or the
advantage to the individual | advantage to the group advantage to the organization

86. Bad Individual not being able to | Group not being able to do | Organization not being able to

do things well

87. Anticipation

Feeling of individual for
expecting thing to be
happened

Feeling of group for
expecting thing to be
happened

Feeling of organization for
expecting thing to be happened

perform a task

a task

88. Difficult Individual  struggle to | Group struggle to complete a | Organisation struggle to
complete a task task complete a task -
89, Ability An  individual’s power to | A group’s power to perform | An organisation’s power to

perform a task

%. Necessary

An individual’s essential
requirement

A group’s essential

requirement

An organisation’s  essential

requirement

9. Clarity

The ability of an individual
to see things without any
difficulty

The ability of a group to see
things without any difficulty

The ability of an organisation to
see things without any difficulty

%2. Concentrate

The ability of an individual
to focus on a task

The ability of a group to
focus on a task

The ability of an organisation to
focus on a task

8. Attention

The ability of individual to
direct their concentration.

The ability of a group to
direct their concentration

The ability of an organisation to
direct their concentration

%. Technique

It is a method by which an
individual preforms a task

It is a method by which a
group preforms a task

It is a method by which an
organisation preforms a task

control the direction

control the direction

9. Posses The ability of individual to | The ability of group to have | The ability of organization to
have or own something or own something have or own something
\
9(_5. Drive The ability of individual to | The ability of group to | The ability of organization to

control the direction
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g7. Control

An individual’s ability to
direct power

A group’s ability to direct
power

An - organisation’s ability to
direct power

Individual struggling to

98. Difficulty Group struggling to | Organisation  struggling to
, complete a task complete a task complete a task
90. Failure Individual not being able to | Group not being able to | Organisation not being able to

complete a task

complete a task

complete a task

100.  Condition

The state of an individual

The state of a group

The state of an organization

101. Action

An Individual performing a

A group performing a task

An organisation performing a

task task

]

Table 3.1 The Social Ontology

3.2. Foundation of the BOKMISO Framework

The framework in this research is examined through in-depth literature review. In this
chapter, the theoretical framework is synthesised using various existing concepts, ideas and
frameworks within the knowledge management domain focusing on the management of
 business organisation knowledge. The research question is examined through the help of
different aspects studied by authors. It includes the organisational performance based on KM.
The discussion is also made on social issues that are influencing KM in telecommunication
industry of Saudi Arabia. Moreover, the theories, which are applied, on KM will explain the
various aspects of business and organisation KM. The theoretical perspectives includes KM‘
Theory and Framework related to Organisational Structure (Jarrar, 2002; Suppiah and
Sandhu, 2010); Organisational Culture (Salisbury, 2003); KM strategies (Salisbury, 2003);
KM Tools and Mechanism (Zeid, 2002; Bandura, 1986; Yue and Gable, 2005; Rai, 2011);
Innovation Management Models and Organising Frameworks (Adams et al., 2006) STEPS
model; (Chinowsky and Corrillo, 2008) ; Corresponding IT Support for KM (Wang et al,
2010). '

These theories are beneficial in giving in-depth view of KM. In provides details about
reaction of organisation towards KM strategies. This research will give a valuable insight
regarding cognitive affects. It will explain those factors, which will influence KM. It provides
those vbarriers, which creates an impact on organisational performance. This framework will

develop a comprehensive picture of organisational behaviour towards the adoption of KM.
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3.3. Theories Applied on the BOKMISO Framework

3.3.1. Organisational Structure

The structure of organisation helps management in organizing departments and other
operation for better performances. The organisational structure is formal or informal based on
the nature of business. The KM is directly linked with organisational structure because the

flow of knowledge inside the organisation is depending on its structure.

The formal structure of organisation is official and more hierarchical. Therefore, to ensure
KM the organisations needs to be flexible because the mangers can easily understand
dynamics of knowledge and recognise changes through flexible structure. In formal structure,
departments are usually separated from one another, which affect on flow of knowledge.
Therefore, the decentralized structure is more efficient for KM because it allows
organisations to flow the knowledge among each department. While, the informal structures
are unofficial in which people can easily interact and share knowledge. In informal structure,
KM plays important role due to hold of knowlédge, implementatioqs, changes and common

goals.

Underpinning this research is the assumption that organisational structure has to be aligned
with knowledge strategy to foster success. Adams et al. (2006) confirm the link between KM,
Organisational strategy and innovation for organisational success. A variety of innovation

management models and organising frameworks are discussed in their article (see Table 3.1).

Cooper and Chiesa Cormican and Goffin and Verhaeghe and
Kleinschmidt (1995)  etal. (1996)  O'Sullivan (2004)  Pleiffer (1999) Burgelman et al {2004) Kifir (2002)
Inputs Creativity and Resource availability ~ ~" ldea generation
human resources ! Technology acquisition
Knowiedge Resource Understand relevanttechnological  Networking
Mmanagement provision developments and competitor
strategles :
Strategy NPD strjptegy Strategy and Innovation Strategic management
leadership strategy
Organization and Organizational Leadership  Culture and Structural and cultural context of
Culture cutture dimate the organization
Management
commitment
Portfolio NPD process Systems Planning and Portfolio
Management and tools selection management
Project management . Communication  Project Development
and collaboration gement
Commerdalization Structure and : Commerdalization
performance

Table 3.2 Innovation Management Models and Organising Frameworks (Adams et al.,
2006, p. 25)
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Different elements of organisational structure impact on the success of KM. Relevant for this
research these elements are level of formalisation, reward systems and work load
organisation. O’Dell and Grayson (1998) state organisational structure should be designed
flexibly to encourage sharing and collaboration across boundaries within the organisation and
the supply chain. A combination of a formal and a non-hierarchal, self organising
organisational structure improves knowledge creation and sharing capabilities (Nonaka &
Takeuchi, 1995). The authors make a case for the importance of successfully managing tacit

and explicit knowledge.

As argued before, in a study about the KM of high tech research companies, Parikh (2001)
found that, in order for KM to be successful it has to be incorporated into all business
processes and become part of corporate culture. Parikh (2001, p. 29) argues that KM “is a
process, not or tool or a technology”. KM is often linked to the related concept of quality
management and Steward and Waddell (2008) confirm the importance of formalised
structures to improve and meet quality standards. Therefore, the authors argue knowledge
acquisition processes have to be part of quality systems, but in turn, knowledge dissemination

should also be subjected to quality culture.

In terms of the second factor, Leonard (1995) argues organisational reward systéms can
determine access and flow of knowledge in organisations. Nonetheless, this appears to apply
more to the rewards people are getting for applying knowledge and organisational learning.
This is related to Adamson (2005) who makes a link between KM, organisational learning
and total quality management (TQM). Adamson (2005) argues that one of the key
components in KM is to rhanage relationships effectively. Along with Parikh (2001), we well
as Nonaka and Takeuchi (1995), Adamson (2005) points towards the importance of
embedding KM in organisational structure. One part of this is to reward employees for

applying knowledge.

Workflow is the third factor in organisational structure relevant for this research. It ensures
the right tasks are executed at the right time by the right people using the right tools.
Knowledge management improves the organisation’s knowledge infrastructure and makes the
right knowledge in thé right form at the right time available to the right people (Lai & Fan,
2002). Kosturiak (2010, p. 51) argues that contemporary companies frequently concentrate
“on the developmént of their operational ability. They have created lean, flexible and
standardised processes for serving the customer”. Yet, he argues these efficient processes are

sometimes lacking in flexibility. Nonetheless, flexible processes are necessary for companies
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to innovate. Evaluating the importance of adopting ‘a KM view of electronic commerce,
Holsapple and Singh (2000) argue that successful KM needs integrated structures. Picking
this up Allard and Holsapple (2002) argue that companies should incorporate a nine step KM
value chain into their organisational structure. Thomas and Keithley (2002) argue that KM
needs formal procésses and assigned responsibilities to be effective. This ensures that the

collective information is meaningful, useful and up to date.

The importance of organisational structure, as well as culture, has been increased by the
recent number of business partnerships between firms. These partnership as well as
acquisitions blur the corporate boundariés and as Gabberty and Thomas (2007, p. 105) report,
“corporate strategists are grappling with identifying and locating sources of plausible
sustainable competitive advantage”. The firms’ ability to achieve this rests to a large extent
on “the information and communication systems deployed to govern the management of well
defined and highly organised information flow and idea creation throughout the firm”
(Gabberty & Thomas, 2007, p. 106). Hassell (2007, p. 193) in a rather philosophical piece of
work on knowledge and the usefulness of KM, concludes that it is assumed that there is a
world of lived éxperience and he refers to it as Lebenswelt. This, in turn, seems to confirm
this research’s stance that a social ontology of KM is useful in uqderstanding and abplying

KM to telecommunication companies in Saudi Arabia.

The KM framework is based on priorities and strategies made by management to ensure
effective organizational performance. It helps organizational in improving their strengths and

overcoming with weakness. The KM frameworks contains following characteristics:

e Aligning all the practices and goals with business organizational strategy

e Defining formally all roles and knowledge in industry regarding the business

e Analyze all the competitors and their strategies to give them strong cdmpetition in
market

e Assessment of organizational performance and development

e Creating the business and organizational value among stakeholders

e Enhancing the culture of organizational through adopting innovative and technical
human resource

e Support and encouragement of senior management to employees (Jarrar, 2002).

) Therefore, according to Albert and Bradley (1997) as cited by Jarrar (2002) knowledge

Management is defined as “information which is combined with experiences and skills”. It is
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a powerful tool to improve organizational decision making by saving the time and improving
the intellectual skills of management. It encourages employees to share the ideas among other
members and engage in work through knowledge sharing. In this way, every individual in

organization understand the value of working together by helping each other and operating

for one purpose (Jarrar, 2002).

The internal knowledge sharing includes material related to marketing, research, training,
information, sales and other areas. The learning process of organisation employee is based
on knowledge sharing and innovation. The technological solution helps in developing various
systems to recognize dynamic environment. The explicit knowledge is based on clear
knowledge and languages, which can easily be, understand by anyone inside the organisation.

It is based on diagrams and numbers, which are further converted in to tactic (Jarrar, 2002).

The KM strategies impact on organizational structure and it helps organization in redesigning
their structure. The organization may redesign their structure into more flexible way. This
will encourage employees and managers will collaborate with lower staff in order to maintain
the two-way communication. The knowledge sharing is successful when each member of
organization understanding their roles and responsibilities. Thus, the informal and formal
organization structure may result in improving knowledge sharing. The corporate culture is
based on professionalism and skilled management. It also improves the standard of
organization and helps in business expansion. The structure of organization needs to be
formalized because when employees are treated in professional way then they gain
knowledge and understand the corporate world. KM helps in sharing knowledge in formal
way, through which creativity and human resource is enhanced. Moreover, the management
also understands the relevant technologies and strategies, which helps in gaining competitive
advantage. The workflow of KM helps in continuous working process. Thus, when any
problem érises inside the organization it is resolved immediately. The proper analysis of
organization internal problem reduces the risk factor and ambiguity factor. The rewards given
to employee help in encouraging them on accomplishment of tasks. In this way, rewards and
benefits motivate the employees towards work. Moreover, employees also get loyal towards
organization when they feel that knowledge is shared with them and they are getting

opportunity to learn new things (Jarrar, 2002).
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3.3.2. Organisational Culture

Culture of organisation is based on practices within the organisation, which helps in
maintaining internal harmony. The organisational culture helps in attaining organisational
goals and objectives. The culture helps in directing the behaviour of individuals and
interacting with other employees. The culture of any organisation helps in improving HRM
policies and sharing knowledge among other members. The knowledge sharing helps
organisation in innovating new ideas and technologies. Thus, employee and management
work together and share information regarding organisational purpose. The effective
knowledge management helps in motivating the employees at every step. In this way, when
the employees are encourage and empowered then they work efficiently. Therefore, KM
helps organisations in enhancing their culture through knowledge sharing. Moreover,
employees also experience the changes in organisational culture and apply KM techniques to

gain success.

Considerable literature has been accumulated on the importance of innovation for
competitiveness. However, utilising knowledge effectively to ensure innovation, presents a
problem for many organisations. Adams et al (2008) point towards the importance of
Organisational culture, organisational structure and effective knowledge management to
ensure a company successfully innovates. Fong and Kwok (2009) confirm this and argue that
technology alone is not sufficient to guarantee knowledge sharing. In order to motivate
employees to develop, share and apply knowledge, an appropriate organisational culture is
necessary. Chinowsky and Corrillo (2008) make the link between successful KM and
learning organisations and identify organisational culture as necessary for both. Based on the
STEPS model, they argue that KM forms a link between organisational strategy and the

development of a learning organisation (see Picture 3.2)
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Figure 3.2: STEPS Model and LO Maturity Model

Evaluating the importance of KM for Law firms, Russanow (2007) confirms that

organisational culture is important for effective KM. HR Focus (2007) even report that

organisational culture and knowledge sharing can be the factor determining a company’s

success or failure. Nonetheless, despite the evidence for the importance of organisational

culture for KM, King (2006) argues that for at least some organisations, traditional ‘hard’

management techniques might be more efficient than soft, learning and sharing oriented

approaches to organisational culture.

The link between KM and OL is based on six major factors that defines and constitutes KM

in the organisation. These factors include (Pun and Nathai-Balkissoon, 2011):

The culture of the management needs to relate with the knowledge purpose;

The level and methods through which knowledge is shared and created within the
orgahisation;

Benefits available to the organisation through KM;

The current status of KM within the organisation;

Methods that are particularly adopted to implement KM;

Level of applying IT within KM system.

The link between OL- and KM is based on hierarchical relationship formed between

knowledge, wisdom, data and information. Hence, according to the approaches of Holtshouse

(1999), ten approaches are essential to form the leadership of KM. These approaches include
(Pun and Nathai-Balkissoon, 2011):
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Inculcating responsibilities regarding knowledge sharing;

Sharing best practices and effective knowledge; -

Reprocessing past information by retrieving it in order to gain useful information;
Embedding effective knowledge based - capabilities in processes, products and
services;

Delivering knowledge as a product;

Leveraging the level of intellectual assets;

Measuring, evaluating and understanding the knowledge value;

Knowledge mapping;

Knowledge building for innovation;

Capturing customer knowledge through KM.

However, OL is based on the level at which individual show his/her interest in learning. It is

also based on the level of education and experience that a person seeks throughout their

developmental phase. Hence, organisations strongly support and encourage OL through

creating a focus on collective learning. This means that continuous learning often leads to the

appearance of new information that adds value to the learning. It enhances the organisational

growth and performances by generating good results. Moreover, employees also take interest

in organisational development (Pun and Nathai-Balkissoon, 2011).

Organisational
Leaming

Adds to

New. Organisational Context . Current
Knowledge Knowledge
Assets Organisational . Organisational - Assets
\ structure infrastructure )

Formalises a Stores, distributes, and

shares

Figure 3.3: KM/OL Model (Pun and Nathai-Balkissoon, 2011)

This model further elaborates the STEPS model and LO Maturity model. It creates more

strong" link between KM and LO within the organisational context. Moreover, this model
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clearly expresses the variables that are studied in this research. It discusses that KM/OL
intervenes with the organisational context. The organisational context completely covers the
'culture of the organisation, its structure and the infrastructure development.A However, this all
works together as a process in which the new knowledge and current knowledge combine
together to form a link and to deliver something useful for the organisation. The process in
the above figure defines that KM/OL adds to current knowledge of the organisation by
sharing and distribution of knowledge. On the other hand, KM/OL helps in formulating and
generating new knowledge. This all together helps in creating an influence over the

organisational culture, structure and infrastructure (Pun and Nathai-Balkissoon, 2011).

In this research, the variables designed were organisational structure, organisation culture,
KM tools/mechanisms and KM strategies, all of these variables are applicable in the cultural
context. The organisational development and learning is only successful when there is an
intervention of knowledge within the system of the organisation. The STEPS and LO model
both coincides with KM/OL model because these models combines in order to maintain the

sustainability and progressiveness of the organisation (Pun and Nathai-Balkissoon, 2011).

3.3.3. Knowledge Management Information Systems Strategies, Techniques,
Mechanisms and Workflow

The KM strategies help businesses in creating their value in market. The aim of KM is to
increase the productivity and save money and time. It helps in building good relationship
among colleagues through sharing and receiving knowledge. The organisation identifies best
practices and implement on those practises. The KM includes the workflow, which starts

from following steps:
~ * Analysing the unsolved problem
e Accessing KM system
e Developing best solution
¢ Implementing on solution
e Evaluating the result
e Updating the system

These following stepé include explicit, implicit and tactic knowledge, which helps in’

decision-making and knowledge acquisition. The strategies of KM establish a system through
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which the knowledge is transfer inside the organisation through database. It also helps in
utilising IT capabilities and operates through various IT systems. The strategies are design by

the help of special and professional team.

The KM tools and mechanism helps organisation in improving their quality through
knowledge sharing and acquisition. Knowledge sharing is critical and intellectual asset of
organisation to increase their growth. Thus, for this purpose employees needs to be
professional towards work. The positive knowledge sharing reduce turnover rate and makes
employee loyal towards work. The KM mechanism is based on creation and development
through recruiting best employees. The job training also provides valuable knowledge to
employees. The top talented employees are recognised through monitoring process and
exposure. KM tools and mechanism also includes reward system for employees, which

enhance employee performance.

Although KM is at its most effective when embedded in organisatiénal culture, information
systems or the technological side of KM is an important element of organisational success.
For example, Kems and Sabberwal (2007) argue that in senior managements, Information
Systems knowledge significantly influenced the success of KM systems. Nevertheless, Choi
et al (2010) find that companies can increase employees’ meta-knowledge by investing in
suitable KM systems. This confirms Liu and Tsai (2007) who report that information systems
aiding KM increase performance of the studied companies by 10 to 15 per cent on all levels.
Overall, there appear to be a link between senior management’s attitude towards and the level
of _investment in KM systems and technology. This is confirmed by Small and Sage (2005)
who also point téwards the importance of effective information systems. Nonetheless, the
authors also argue that information systems have to be compatible with orga;lisational culture
and structure. Zha{ng et al. (2009) evaluate the components of intelligent KM énd\argue that
effective information systems are of vital importance. They develop a framework explaining

how information systems transform rough knowledge into intelligent knowledge.

In a review of KM in a global software organisation, Thompson and Walsham (2004)>
conclude that the organisational context is inseparable from effective KM. They find that
effective information systems help employees to make connectioﬁs between organisational
and personal knowledge and increase the value companies can derive from KM. Wang et al.
(2010) determine the elements of successful KM with the respective necessary IT support
(table 3.2). '
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KM Strategies Tools, Mechanisms and Workflows for
KM

Knowledge use E-meeting, DSS, collaboration suits, email,

small message broadcast software

Knowledge search Brower, data warehouses, database index
systems

Knowledge creation Artificial intelligence

Knowledge packaging Document management systems

Table 3.3 Key KM Activities and Corresponding IT Support for KM (Adapted from
Wang et al., 2010, p. 2422)

Alazmi and Zairi (2003) argue that effective information systems are one of the critical
success factors for companies and agree with Adamson (2005) that it can be used as a
measurement tool for quality. Gabberty and Thomas (2007) conclude that KM in general and
effective information systems in particular, is necessary for corporations to expand. Tﬁey
argue that the increasing number of business partnerships requires companies to identify
factors hindering expansioq and competitive advantage. “Once detected and analyzed, these
constraining factors can be used to spur discussion, followed by subsequent development and
implementation of information and communication technology (ICT) projects designed
specifically to improve information and knowledge dispersion throughout the enterprise”
(Gabberty & Thomas, 2007, p. 105). Analysing KM for electronic commerce, Holsapple and
Singh (2000) argue that technologies for knowledge management enables and facilitates the
implementation of value activities. Moreover, effective information systems support the
decision making process underpinning these activities and consequently enhance

performance and outcomes.

The information system helps in organizational success. In information system, KM helps in
working effectively through various databases. The organization may increase their
employee’s intellectual knowledge by adopting different KM system. The management
system provides all the detail regarding manégement tools. It helps in accessing conceptual

ﬁ knowledge for long-term strategies and growth. The procedural knowledge gives systematic
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information for specific implementation. The KM activities helps organizations in
maintaining information technology through following things [1] emailing [2] Decision
making [3] Collaborating [4] E-meeting and broadcasting. The knowledge search helps in
browsing data from index and warehouses. The knowledge creation helps in innovating
software that is beneficial for organizational present and future operations. The knowledge
packaging helps in maintaining overall management system. The mentoring employees
through KM help in face-to-face discussion and training. Moreover, the information system
effectively measures all the activities of organization and manages the quality. The workflow
ensures that difficult task is accomplished according to the need. The workflow process
includes [1] analyzing the process [2] designing the process [3] developing the process.
Therefore, the development of KM strategy determine in transferring the knowledge and

achieving business goals (Salisbury, 2003).

3.3.4. Action Research Case study in the Saudi Telecommunications Industrial Sector
to evaluate the BOKMISOf

Saudi Arabia is the largest country in the Gulf region and, relevant for this study, has the
highest spending levels in the telecommunication market. Moreover, despite declines in oil
prices, Gulf region Monitor (2010) regards the real estate and telecommunication sector in
Saudi Arabia as promising. Although, industry in Saudi Arabia is still predominantly focused
on oil related sectors and service industries only constitute a small part of the Saudi economy,
" telecommunication is amongst the fastest growing economic sectors (Datamonitor, 2010).
The main telecommunication operators competing in the Saudi telecommunication market are
Etiéalat, Zain, and Mobily: These will provide the sample population for the present research.
Nevertheless, according to Frost and Sullivan (2009), the total telecom spen&lirig in the Saudi
market was $6,576 million in 2008, but is expected to decline with a negative compound
annual growth rate (CAGR) of approximately 1.59 per cent between 2008 and 2015 to $5,875
million. Broadband penetration is also one of the lowest in the region. Additionally to this a
recent decision by the Saudi Arabian telecommunication regulator CITC has banned the use
of Blackberry Messenger and internet services in the Kingdom (Economist Intelligence Unit,
2010). Nevertheless, mobile technology forms an important part of the Saudi economic
Strategy. Frost and Sullivan (2009) observe that there will be a increase in the adoption of 3G
and broadband networks.
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Yet, despite this focus on mobile and wireless technology, Market Watch (2008) reports that
the Saudi telecommunication market is defined by severe competition and the wireless
technology market is close to saturation. This indicates that the Saudi telecommunication
sector is increasingly important for the Kingdom’s overall economy, but the effective KM
solutions are important for telecommunication companies to secure their competitive
advantage. Consequently, the need to train and enable employees to operate within this
increasingly knowledge based and competitive environment requires the effective application
for KM. Moreover, in a market where more than one company competes for customers,
gaining information into customer preference to improve customer service is important for

the competitive advantage of a company.

The reason to choose Saudi Arabia for this research is that it is one of the largest countries,
which is growing the telecommunication industry more rapidly. The technologies and
innovation adopted by business are helping them in expanding their market inside the country
as well as internationally. The business expansion and growth is increasing the Saudi Arabia
economy. The KM tools and strategies adopted by telecommunication industries in Saudi
Arabia are making their business profitable and effective. It is ensuring that employees are
working together towards common goal and sharing knowledge. In this way,
telecommunication industries are also improving customer’s services by providing them
excellent services. Therefore, KM is developing comprehensive system through which
organizations are enhancing their pérformance and expanding their business. The continuous

growth is improving the GDP of country.

3.4. Hypotheses of the Research

The hypothesis of any research helps in investigating any problem/issue in detail. It helps in
forming the link between each factér/variable that affects the dependent variable, and then
give understanding based on social acceptance and needs. In this research, the focus was
towards the understanding of KM in an organisation based on its structure, culture,
performances and working processes. Hence, based on the culture and structure of the
organisation, KM strategies are designed that helps in studying KM in the organisation. At
present understanding KM is beyond the working process of the organisation. It is suggested
that organisations must make KM a vital part of their strategy and operations. Effective KM
also involves understanding social acceptance and cognitive behaviour of an employee within |
the organisation that sets the premise of their léaming and adaptability. The effectiveness of

the organisation is based on the level at which the employees are able to learn and accept
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innovation, communication, coordination and effective social belongingness. It is proposed in
this research that an integrated social ontology will enhance the effective understanding and
use of the KM components of an organisation. As a result of developing the BOKMISOf a set
of hypothesises were proposed which was validated with case studies in the Saudi
Telecommunications companies. Several hypotheses were created and these are presented in
Table 3.4. Each hypothesis helped in preparing the questionnaire and semi-structured
interview that was collected from Telecommunication Industry in Saudi Arabia and Gulf
State. These hypotheses suggest that there is a relationship of the variables in the BOKMISOf
with the KM of the organisation. However, the testing of each hypothesis will help in
knowing that level of acceptance and rejection. The rejected hypothesis will then become the

null hypothesis. Following are the hypotheses of the research:

RESEARCH HYPOTHESES

Hy  There will be a positive relationship between organisational culture and KM of the
organisation.

Hia  As part of organisational culture, there will be a positive relationship between formal and
informal ways and KM of the organisation.

Hip As part of organisational culture, there will be a positive relationship between control and KM
of the organisation.

Hi.  As part of organisational culture, there will be a positive relationship between authority and
KM of the organisation.

Hig  As part of organisational culture, there will be a positive relationship between open culture and
KM of the organisation.

Hie  As part of organisational culture, there will be a positive relationship between information
sharing and KM of the organisation.

H,  There will be a positive relationship between organisational structure and KM of the
organisation.

Haa  As part of organisational structure, there will be a positive relationship between workflow and
KM of the organisation.

Ha,  As part of organisational structure, there will be a positive relationship between tacit
knowledge and KM of the organisation. |

Hae  As part of organisational structure, there will be a positive relationship between explicit
knowledge and KM of the organisation.

Hs  There will be a positive relationship between KM strategies and KM of the organisation.
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Haa  As part of KM strategies, there will be a positive relationship between codification and KM of
the organisation.

Hap As part of KM strategies, there will be a positive relationship between KM process and
mechanisms and KM of the organisation.

Hs.  As part of KM strategies, there will be a positive relationship between explicit knowledge and
KM of the organisation.

Has  As part of KM strategies, there will be a positive relationship between knowledge sharing (KS)
and KM of the organisation.

Hae  As part of KM strategies, there will be a positive relationship between information technology
(IT) and KM of the organisation.

Hs  As part of KM strategies, there will be a positive relationship between mentoring and KM of
the organisation.

Hq There will be a positive relationship between KM tools and mechanisms and KM of the
organisation.

Hss As part of KM tools and mechanisms, there is a positive relationship between quality
management and KM of the organisation.

Hap  As part of KM tools and mechanisms, there is a positive relationship between organisational

improvement and KM of the organisation.

Table 3.4: Research Hypotheses Designed to Study Telecommunication Industry of
Saudi Arabia and the Gulf States

3.4.1. Organisational Culture Variables
Based on the hypothesis, there is certain alteration done in the framework, which is given

below:

H;: There will be a positive relationship between organisational culture and KM of the
organisation.

This defines the relationship between the culture that is specifically followed in the
organisation and its link to the KM. The culture of any organisation based is on various
factors that can define the effectiveness of KM. It includes the degree of formality and
informality within the organisation that expresses the openness and closeness of the
organisational culture. It also defines the level of control and authority given to the
employees of the organisation that can help them to enhance their decision-making abilities.

Information sharing also helps employees to perform effectively and to generate better
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results. The culture of the organisation helps in defining the functioning of the organisation

and the level of commitment employee’s show towards the organisational performance.

H,: There will be a positive relationship between organisational structure and KM of the
organisation. :

The structure of the organisation works as the format that helps employees to align their goals
with the goals and aims of the organisation. It involves the workflow, tacit and explicit
knowledge of the organisation. The flow of any work defines the communication and
coordination among the employees and managers. The strong flow of information enables the
timely achievement of targets. Tacit knowledge helps employees to develop effective skills
within them based on their personal characteristics and improving the level of working by
creating proper coordination and enabling effective communication. However, explicit
knowledge helps employees to develop their skills based on written and verbal means. In
explicit knowledge, employee can gather information through reports, projects, policies,
procedures and guidelines. This helps them to understand the documentation importance

within the organisation.
Hs: There will be a positive relationship between KM strategies and KM of the organisation.

KM strategies involve the processes and mechanisms involve in the implementation of KM in
‘ the organisation. It includes the codification of knowledge, knowledge sharing, information
technology and mentoring. It also includes éxplicit and tacit knowledge, which is studied and
viewed from the perspective of KM strategies. IT is one of the important strategies of KM. It
describes the advancement that takes places within the organisation based on information and

sharing of knowledge.

Hy: There will be a positive relationship between KM tools and mechanisms and KM of the
organisation.

This hypothesis defines the link between KM tools and mechanisms with KM of the
Organisation. It describes the initiatives that an organisation takes by improving the quality. It
also focuses on organisation improvements that can be made by giving a hold to employees
to some extent in order to develop decision-making skills within them. For the development
of employees, it is also important to give time training that can improve their skills and leads

to better results. Moreover, in KM tools/mechanisms the role of innovation, intellectual
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rights, cost reduction and on-time response towards the issues helps in improving the overall

results and create sustainable development within the organisation.

These hypotheses help in identifying the role of KM within the Telecommunication industry
in Saudi Arabia and the Gulf states. Employees are particularly asked to share their views
regarding their involvement within the organisation, and the freedom and restrictions they
face while taking part in organisational activities. The hypotheses are directly linked with the
research questions in a way that they explore relationship between individual and collective
identities within organizations through investigation of relationship between organizational
structure, culture and knowledge mechanism. Through exploring relationship between
different variables including culture, structure, quality management and knowledge
management tools with the dependent variable knowledge management, the research
questions could be answered well. It is good here to present the research questions again of
the study so that the relationship between research questions and hypotheses of study could

be made clear.

1.How do the issues of individual and collective identities within organisations affect

KM in organisations?

2.How do social issues within organisations impact on KM in Saudi

telecommunication organisations?

3.How is KM reflected in the organisational context, structure and culture of Saudi

telecommunication organisations?
4. What are the specific social, and business organisational issues preventing the

effective application of KM system in these areas?

The study of organizational culture and structure will include views of employees on
how their individual and collective actions as well as norms are in line with the
knowledge management system of the organization. These questions shall be
addressed by aﬁalysis of organizational culture as the social issues constitute an
important part of organizational culture. Therefore study of the elements of

organizational culture will help to establish link of social aspects of organization with '

the knowledge management.
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3.5. Conclusion

The chapter presents the BOKMISOS in detail together with the detailed Social Ontology
with the emphasis on improving acceptance and effective application of Knowledge
Management within organisations. The BOKMISOf was developed with a combination of
theoretical and practical research. The integration of organisational culture and structures

with KM activities improve the internal knowledge sharing.

It gives a comprehensive understanding of the proposed hypotheses that were designed for
the research. This chapter specifically contributes as the major source of understanding for

the research because the chapter of analysis, discussion, results and conclusion are based on
it

For this research, four major hypotheses were created, but in order to support these four
hypotheses, other sub-hypotheses are creates that Supports the statements of the
questionnaire. Five sub-hypotheses are created for organisational culture, three sub-
hypotheses are created for organisational structure, six sub-hypotheses are created for KM

Strategies and two sub-hypotheses are created for KM tools and mechanisms.

Chapter 4 takes a step back and explains in detail the research methodology used to develop
the BOKMISOY, the development of the Hypotheses and the validation BOKMISOf and

testing of the Hypotheses with questionnaire based ' case study.
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CHAPTER FOUR: RESEARCH METHODOLOGY

4.1. Introduction

The research methodology chapter is designed to give wide knowledge about the methods
and techniques used to conduct the overall research. In this chapter the research designs,
methods, philosophy, techniques, strategy, data collection tools and data validly is discussed.
The research approach included Action Research to develop BOKMISOf theoretically from
the synthesis of existing knowledge management, business organisational research and social
ontological research, and practically by evaluating this within the Telecommunication

Industry in Saudi Arab and Gulf states.

The data is collected with the help of both qualitative and quantitative methods. The

participants were asked with self-administrative questions and semi-administrative questions.
This type of questionnaire helps researcher in exploring the views of other participants and

get the insight knowledge regarding the research questions and hypothesis (Supino and Borer,

2012). Moreover, the inductive method and deductive method is also used for this research.

The applied research methodology helps in finding a solution to specific problem facing by
businesses or industries. In this way, the applied research can provide a solution to any
specific problem through which, companies and organisations can overcome with those
problems. The fundamental research methodology based on general knowledge. The research
is conducted to provide readers about certain topic and its impact on organisation. It is consist
of human behaviour, economic, social and political aspects. In research methodology the
conceptual framework helps researcher in providing an abstract about data gathering and
collecting. It helps in exploring the research topic by preparing questionnaire and conducting
interviews. In this way, the concepts of other individuals:are gathers and studied. The
research methodology chapter also focuses on empirical methods. The researcher observes
the environment based on the research variables. This type of data is usually known as first
hand data and it is based on data (Kothari, 2008).

4.2. Research Philosophy

Every research, which Vis<undertaken, shows a glimpse of researcher’s beliefs and expériences

towards particular phenomena. The way a researchers views the environment paves the way

for which research methodologies, strategies or design will be used to perform the entire"

procedure. Therefore, it indicates that research philosophy indicates researcher’s experiences
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and dogmas (Saunders & a/, 2007). It is required by every researcher’s to have insight of
various philosophical perspectives to justify “*what”’, “’how’’ and “’why’’ particular research

applied considerations.

Three reasons why it is important have a better undérstanding of philosophical viewpoints is
researched by ’Easterby-Smith et al (2002). Firstly it can be helpful to better understand the
research design model and list down what sort of evidence is required and to gather and infer
it. Secondly, it can help to comprehend the best approach of research design. It prevents
wasting time on using alternate strategies and identifies particular limitations of any research.
Thirdly, knowledge of philosophy can guide researchers as per the limitations of diverse

subjects and structures.

Epistemology, Ontology and axiology are three main methods of thinking about research

philosophy, which will affect the way researchers think about research process (Saunders éf

al, 2007).

Epistemology defined as “’a common set of assumptions about the best ways of probing into
the nature of the world”> (Easterby-Smith &/ a/, 2002). The important epistemological
question is ¢’Can the method of studying the social world be same as the method of studying .
natural sciences?’’(Saunders éf a/, 2007). Ontology is defined as “’expectations that we

assume about the nature of reality’’ (Easterby-Smith &t a/,-2002). It is concerned with the_

*. socjal phenomeria that may be described subjectively or objectively.

Research philosophy and its concept have been debated from various angles. Social sciences
paradigm (Babbie, 2004) is defined as ¢’ a framework for observation and agcepting, which
shapes what we see and how we apprehend it”’. Research parédigms reasoned irﬁplying social
Darwinism, conflict paradigm, symbolic interactionism and feminist paradighls (Babbie,
2004). Similarly, four other research paradigms were identified by Burrell and Morgan
(1979) Radical humanist, radical structuralist, functionalist and interpretive based on
subjective-objective idea and regulation-radical change. These research parédigms effect the

way research is conducted and impact research philosophy as well.

From a different perspective, Guba and Lincoln (1994) define paradigm as ’world view or
general system that guides the investigation is done”. This suggests the way research should
- be conducted identifying relationship among variables. Another definition by Chalmers

(1982) is that paradigm is “’made up of general laws and assumptions and techniques for their
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implementation adopted by a specific scientific community’’ having five constitutes as
standard ways of applying basic laws to different situations, theoretical assumptions,
instrumental techniques, general metaphysical principles and methodological prescriptions on

how to conduct work within the paradigm.

The purpose of this study is to highlight existence of various paradigms and more specifically
this research emphasises on main philosophies that are commonly used and referred in
literature. There are three important paradigms considered as dominant guiding frameworks
used in social sciences today which are post positivism, interpretivism and critical theory
(Greene et al, 2001; Guba and Lincoln, 1994; Cupchik, 2001). If we start with post
positivism it is a traditional approach to research which is based on positive philosophy
which proposes that world exists externally therefore its possess should be measured using
objective ways rather than subjective as reflection, sensation and intuition. Its
epistemological idea is that knowledge is important as long as it is based on observation of
external reality and in ontological point of view realit}:/ is objective and external (Easterby-
Smith 6f af, 2002). |

The main crux of positive philosophy has many suggestions for social sciences which are as
follows (Comte, 1953) and (Bond 1993):

e Research should be based on quantitative laws and methods. :

e The choice of what and how to study should be decided by 6bjective means rather
than human experience. "

e Concepts to be used should be able to measure quantitatively.

e Reason behind research should be to identify basic laws and common explanations
that govern human behavior. '

e Researcher should be indepéndent and objective.

e Issues under discussion should be simplified enough to be better understood.

Positive approach forms the foundation of natural science this has a rational effect on
researchers of management system (Buttery and Buttery , 1991) .As per positive paradig.m
problem solving starts with generating hypotheses which are then empirically test through
quantitative methods which provides value free and unbiased interpretation of reality (Guba
and Lincoln, 1994).
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Post-positivism opposite to traditions of positivism stresses that reality of a researcher is not a
seized object (Jackson, 2007).Reality does not exist within vacuity while its composition is
affected by many constructions of reality (Hughes, 1994).Constraints that affect reality
include culture, cultural beliefs, gender and many other which help distinguish the
relationéhip between human behavior, attitudes, external structures and socio cultural
problems (Proctor, 1998). Therefore researchers came up with the idea of post positivism to
overcome disadvantages of positivism (Guba and Lincoln, 1994). In other words it brings up
the importance of various factors of measures and observation each of which is likely to pose
different kind of errors (Easton, 1998). As a result triangulation needs to be used across these

flawed resources to get better picture of reality (Trochim, 2003).

Triangulation can be explained as “’the process of studying tﬁe richness and intricacy of
general human behavior by examining it from more than one viewpoint’> (Cohen and
Manion, 1986, p. 254). It gives a more detailed and Better picture of human behaviour as
expfained by Altrichter et al (1996). According to O’Donoghue and Punch (2003) it is
Process of obtaining and verifying the data from various resources. Four basic typeé of

Triangulation as identified by Denzin (1978) are as follows:

¢ Data triangulation
¢ Theory triangulation
¢ Investigator triangulation

e Methodological triangulation

In post paradigm method researchers tend to emphasis on inferential logic in which research

influenced by hypothesis is reflected in formal writing style (Onwuegbuzie, 2002).

Interpretive is an epistemology that has taken a stance that it is important for a researcher to
figure out difference between human as social actors when conducting research on people
rather than tangible objects such a computers (Saunders éf a/, 2007).This research opposes
the idea that same methods can be used to human behaviour and topics of sciences as physics
Or chemistry. There should always be difference of methods when conduoting research in
fields of social sciences or naturgl sciences (Bryman and Bell, 20b7).Interpretive approach
which is based on two ”intellec‘tual ideas as phenomenology and symbolic interactions
‘ Phenomenology dlscusses the way in which human beings make sense of world around them

As for the latter one human beings are in continuous process of interpreting the processes
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around them, interpretation of acts of others and giving meaning to each interaction
(Saunders ét al, 2007).

Reason why interpretive prefer qualitative methods such as interviews, case studies and’
observations is that these methods are better ways of getting information about how humans
interpret the world around them (Jackson, 2007). However it is important to interpretive
approach that researcher should adopt imagined attire in order to better understand the social

word and people in it from different standpoints (Saunders éf a/, 2007).

Critical theory explains that a reality generated over time by political, social, culture, ethnic
and economics means aims at transforming and critiquing the social, political, economic and
cultural structures that destroy humanity by inclusion in confrontation (Guba and Lincoln,
1994).The person conducting the research and objects under research are associated in certain

way that makes the respondents more informed (Perry éf a/, 1997).

The research philosophies discussed detail out difference between philosophies perspective.
However there is no best approach among these or reseélrcher should not think that one view
point is better than the other. There is no good or bad standpoint when discussing
philosophical views. Therefore, understanding of each viewpoint is important as it leads to
conduct a research project more effectively which can result in more valid outcomes and
results. Although difference among these philosophy is distinct at conceptual level but many
researchers argue that distinction among these become blur when used at f)ractical level
(Easterby-Smith éf a/, 2002; Burrell & Morgan, 1979). |

The research paradigm is based on the experiences and beliefs of researcher.' The research
philosophy is concerned with the development in a §peciﬁc field. The researcher has studied
various viewpoints of authors to provide a concrete framework for this research. The research
paradigm hélps ‘researcher in justifying his/her views about how, what, why, when and
provide criticism of other authors. The philosophical viewpoints of other authors help in

adopting practices and knowledge regarding the philosophy.

According to Johnson and Christensen (2010) “the paradigm is a structure which guides the
researcher in inve.ﬁtigatiqn”. In order to make the research reliable the researcher needs to
explore those facts, which are based on nature and reality. The paradigm helps research in
identifying the relationship among variables and methods, which are suitable to gather the ’

data. Johnson and Christensen (2010) presented three elements of paradigm, which includes:
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» Ways through which laws can be applied in different situations
> Perception regarding how to accomplish the research

» Theoretical assumptions and unambiguously laws

Moreover, Chalmers (1982) defined paradigm as “4 theoretical concept of techniques, laws
and assumptions which is adopted by specific community”. In this research, the researcher is
aware of various paradigm and knowledge, which are based on research philosophy. The
research philosophy is referred to literature review because it is designed which provides

experiences and beliefs of other authors.

4.3. Research Approach

Two main courses of reasoning are inductive and deductive approach. The inductive
approach normally progress from definite interpretations to broader procedures and theories.
This practice is commonly called bottom up approach (Trochim, 2006). According to this
approach, researchers started with explicit observations and procedures, begin to discover
patterns, prepare few provisional hypotheses and end up by mounting some simple

conclusions (Trochim, 2006).

With this approach, researchers can make conclusions from pragmatic observations (Ghauri

& Gr@nhaug, 20035, P. 15). This process moves from specific observations to the invention of
a state based on all the given aspects (Babbie, 2004). A research, which is based on Inductive
- approach, is likely to have a study of minute sample of subjects than the outsized samples

(Saunders et al, 2007, P. 119).

In comparison, a deductive approach moves from more broad to more precise; commonly
called as top-down approach. Researchers begin with initiating a theory fo the topic of
interest and next, confine that into further hypotheses that can be experimented. During a
research, deductive approach starts with a pattern, which can be proved theoretically, then
observations that analyse the authentic occurrence of the estimated pattern. Specific prospects

of hypotheses are organised with this logical model on the source of general principles
(Babbie, 2004). |

Both approaches are two different ways of conducting a research. Inductive is more open-
ended and used to explore the unidentified phenomena. Contrary, deductive method is

" narrower and emphasise on the verification of hypotheses. Shortly, the disparity between both

99



approaches is firstly, constructing a theory (inductive) and Secondly, testing the theory
(deductive).

The choice of selecting the suitable approach depends on the available information and
theories available related to given topic. Deductive approach is practiced when there is
sufficient knowledge available. Research with nonexistent theories leads to inductive |

approach.

This research is concerned with social phenomena such as the impact of organisational
culture on KM in organisation as well as tangible results such as evaluation of the
effectiveness of information systems. Social relations and ways in which organisational
culture and structure influence KM in an organisation from the basis of this research and it
could be argued that findings are grounded in managers and employees perception of KM.
Consequently, the appropriate research theory informing this study is grounded theory
(Bryman & Bell, 2007). Both quantitative and qualitative research is conducted, necessitating
a mixed method approach to research (Bryman & Bell, 2007). Moreover, findings from the
literature and the primary research inform and determine the social ontological framework of
this study. Thus, the study is inductive rather than deductive (Saunders, 2009). This is further
an example of the grounded théory approach of the study. Despite the indication from the
literature that KM is essential for a company’s competitive advantage, but has to be
embedded in organisational culture, the research does not aim to prove or disprove fixed
hypotheses but tries to answer a number of research questions. Its conclusions are thus

grounded in its findings.

Despite the emphasis on qualitative methods to explore social phenomena governing KM in
organisations, the research adopts a mixed method approach to empirical research. Tangible
elements of KM in the case study organisations are related to the effectiveness of existing
KM systems. Nonetheless, the tangible elements of this research are limited to the numbervof
formalised information exchanged and the storage of policies and explicit knowledge. The
evaluation of effectiveness of KMS and KM processes is based on employee and manager

perception and therefore qualitative in nature.

4.3.1. Inductive Research Approach
" In this research, the inductive approach is used because the researcher can easily give the |
conclusion through observation and empirical practices. The inductive approach helps

researcher in observing various events and discovering a simple pattern to present those
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events. Moreover, the inductive approach is used to understand the particular events that are
taking place rapidly. This approach is more suitable for small subjects rather than large. The
inductive approach helps in exploring those factors and phenomena that are unexplored and
open-ended. In inductive method the duplication and replication of data is impossible (Jones,
2004).

Observation Hypothesis

Figure 4.1: INDUCTIVE APPROACH (Jones, 2004)

The inductive approach is the modern method to conduct the research. The research structure
is presented in comparative tools. It moves from specific research observation to border
research generalisation. The inductive approach is also known as “bottom up” method. The
method is logical and natural because it is based on the observations. It evaluates the common

propositions (Jones, 2004).

4.3.2. Deductive Research Approach

The deductive approach gives general understanding about the research topic. The researcher
Can easily begin the research with a general topic then narrow down the research in specific
theory. In this way, the research gets more clear and simple. Moreover, the narrow research
method helps the researcher in answering the entire question through quantitative techniques

and findings (Jones, 2004).

Hypothesis Observation Confirmation

Figure 4.2: DEDUCTIVE APPROACH (Jones, 2004)
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Gives clear and close knowledge about research

It is directly moves from theory to facts

Based on observation and events

It is based on scientific principles

It is based on qualitative data

It is based on quantitative data

More flexible and can easily change according to

the environment

It explains relationship with the research variables

It is least generalised

It collect samples to provide a generalised view about

research topic

It make researcher realised that he/she is the part of

research

It makes researcher independent

Research is not more focus towards structure

The researcher use highly structures approaches to make the

research more reliable

Table 4.1: Difference Between inductive and deductive approaches (Jones, 2004)

The reason to choose inductive or deductive methods is based on the concepts and theories
that are available regarding the research topic. The inductive approach will help those
researchers who are not much clear about topic. While deductive approach will focus on
theories, which are based on previous researches. In this research, the researcher will explore
the KM technology, which is adopted by telecommunication industries. The region that is
considered for this research is gulf state and Saudi Arabia. The reason to choose this
destination is the KM activities adopted by various telecommunication companies (Jones,
2004). The Saudi Arabia telecommunication industry is growing their business by enhancing

the organisational structure and culture.

4.4.

The research design helps researcher in directing the research topic towards right path. It is

Research Design

the logical sequence, which connects the practical hypothesis with data collection tools. The
research designs are of various types. The researcher use appropriate design according to the
nature of research. Moreover, in business research topics usually the researcher use

explanatory design.
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Research design defines logical sequence of reasoning to relate the research questions to the
conclusion of the research topic (Yin, 1994). Fundamentally, a social research design method
falls into three main categories; explanatory, expletory and descriptive (Saunders et al, 2007;
Babbie, 2004). The three categories differ in their research gaol, research method that is
being followed, data collection techniques, and the way research hypothesis is built up. These

three types are explained below;

44.1. Exploratory Research

Exploratory research approach is based on flexible understanding of marketing phenomena.
In this approach, the researcher explores the unique problem or phenomena. Moreover, the
researcher focus on issues, which are related to the variables, presented in research (Gratton
& Jones, 2010). This method is normally used when researcher want to investigate new
topics. The focus of using exploratory method is to discover new ideas. The exploratory
research method provides the evidence of cause and effect relationship. Exploratory research
consists of interviews, questionnaires, literature review, case studies and surveys. Moreover,
this method also helps in clarifying theoretical concepts and formulating strategies for various
problems. In order to conduct the future research the researcher can also establish priorities

through the help of exploratory method.

This method is normally employed when the research method is comparatively new and the
_Subject under investigation has not been studied previously (Babbie, 2004). Hence, it focuses
more on studying new ideas and theories Churchill, 1999). It is used when the researcher has
insufficient knowledge about the topic of the research to start with so the researcher needs to
collect more information to provide better clarification and reasoning for the research

hypothesis.

Following are the few purposes for which explanatory research method can be employed by a
researcher (Churchill, 1999):

e Setting up priorities for any future research.

e Enhance the researcher’s know how with the research problem under analysis.

o Develop problem for more detailed and thorough investigatioﬁ to build a hypothesis

e Collect information aboutv the problems that are faced by the researchers while
studying conjectural statements.

¢ For better and profound clarification of various concepts
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4.4.2. Descriptive Research

The descriptive research approach is based on statistical approach. It is also known as
descriptive Statistical Approach. It is based on proper measurement and well-explained
phenomena. The discussion is made in term of graphs and figures (Vaus, 2002). It is based on
tangible approaches rather than intangible approaches. It is the second step of any problem.. -
Once the researcher has explored the problem then he/she can measure it in term of statistics
(Malhotra & Birks, 2007). In descriptive research approach, the researcher observes and then
explains that what was observed. The problems can be defined in term of frequency,
measurements, mean and mode. Moreover, the standard deviatipn can also be used to
measure the phenomena. The tested hypothesis will clarify the relationship between variables
(Gratton & Jones, 2010).

Descriptive research is usually carried out to describe situations and phenomena or
description of variables of interest in research (Sekaran, 2000). Problem areas can be better
described by measures of activity and this is often achiéved by using statistics as measures of
central tendency, frequency counts and measure of var{ation (Hair ef a/, 2003). Descriptive

research can be done to achieve following purposes as (Churchill, 1999)

e To describe characteristics of people in certain group e.g : age, gender etc
o Estimate of replication of certain behavior

e To make specific prediction on basis of information gathered.

When characteristics within a specific situation can be recognised then this is the best design
to be used as it offers more clear profile and linkage between different variables giving rise to

cause and effect relationship (Sekaran, 2000).

4.4.3. Explanatory (causal) Research

The explanatory research approach is also known as “analytical research approach”. The
explanatory research is based on the analysis of the given problem by focusing on previous
literature and measurements. In this approach the cause and effect of various relationships are
given. It explains the entire study in light of previous literature (Gratton & Jones, 2010). It is
the third step of any research because first the problem is explored and measured, then the
relationship afnong variables are discussed. This method also provides evidences regarding

the topic. Mdreover, in this method researcher conduct a casual study regarding variables X .
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and Y. If X is removed then Y is solved. The explanatory approach is usually conducted
through experiments (Malhotra & Birks, 2007).

This method of research can be used in order to explain relation among variables. It pays
stress on determining cause and effect relationship, which is determined through experiments
(Churchill, 1999).

Providing evidence of cause and effect relationship, it helps develop an exact theory that can
explain any certain phenomenon and leads to inference of generalisations from investigation
Aaker et al, 2001). It is normally conducted through laboratory experiments and as proposed
by Hair ef a/ (2003).

e Cause must occur before the act always-time sequence
* Change in both cause and effect are associated —covariance

e Relationship should not exist by other reasons apart from one under study-non-
spurious association.

e A proper reasoning as to why relationship exists-theoretical support.

The figure (4.3) summarises the important features of the different design.
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explanations

Figure 4.3 Overview of three Research Design (Churchill, 1999, p. 132; Churhill &
lacobucci, 2005, p. 76)

44.4. |Interrelation of Research Design

In this research, the researcher has used both explanatory and exploratory research method.
The reason to choose both methods is due to the nature of research and topic. The exploratory
and explanatory methods help in studying the importance of KM for organisation. These
methods aim to figure out the KM tools for telecommunication industry. The research was
started with wide literature regarding Knowledge Management and telecommunication
industry helped in narrowing the research (Gratton & Jones, 2010).

Even though there are distinct differences among exploratory. descriptive and explanatory
designs, they have balancing approach in many research projects, which require more than
once design to be used. For instance descriptive research is used to explain the features of
certain group, exploratory research is more concerned with over all general pictﬁre and

explanatory research strives to find the cause and effect relationship (Churchill, 1999).
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Exploratory design takes the initial phase (Eriksson & Wiedersheim, 1997) and help develop
hypotheses that further serve as guide for descriptive research projects (Churchill and
Iacobucci, 2005).

4.5. Research Strategy

The rationale for the mixed method approach is as follows. The research is designed to
explore, evaluate and assess the application of knowledge management in the Saudi
telecommunication industry. Hence, it is concerned with complex social and behavioural
variables and their relationship. In order to gain detailed insights into these variables, a
qualitative approach is warranted. Social relations in organisations are complex and unique
and require different methods to research into scientific observable facts (Saunder et al, 2000;
Remenyi, et al, 1998). At the same time, it is meant to be of practical knowledge for the
sample organisations. Therefore, a quantitative evaluation of existing KM systems appears to
be warranted. A quantitative approach was required to collect the tangible data informing the
research. This includes elements of organisational structure and information technology
systems implementing KM. As apparent in the literature review, even éxplicit knowledge is
based on subjective perceptions, therefore, the limitations of quantitative analysis for the
research have to be mentioned. Whilst an analysis of the number aﬁd levels of formalised KM
processes is valuable, this does not necessarily provide information about the usefulness of
Collected and applied data. Effective information systems, however, have been acknowledged
as beneficial for companies. The strengths of this mixed method approach to empirical
research is that it pays attention to both, the social and therefore qualitative and the tangible
and therefore quantitative aspect of KM in the sample organisations. This in turn enhances
the validity of results and provides a more comprehensive analysis of KM in the sample

Organisations.

In the field of research, there are two main methods, Qualitative and Quantitative. Each
method is considerably dissimilar from the aspect of gathering and processing data. To
differentiate between techniques for data collection and procedures for data analysis, the
concept of these methods are commonly used in societal research involving management and
business research Qualitative approach is simply practiced for data collection techniques and
analysis processes which ”use or create non-numerical statistics. Contrasting, quantitative

. Mmethod for data collections and analysis works on numerical based results (Saunders ét al,
2007).
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Procedure is the main difference between qualitative and quantitative research. Findings are
not replicated based on statistical procedures in qualitative research (Ghauri & Gr@nhaug,
2005). The quantitative research employs measurement whereas qualitative does not (Bryman
& Bell, 2003).

Qualitative methods

Quantitative methods

Emphasis on understanding

Focus on understanding from
respondent’s/ informant’s point of
view

Interpretation and rational
approach

Observations and measurements in
natural settings

Subjective  ‘insider view’ and
closeness to data

Explorative orientation

Process oriented

Holistic perspective

Emphasis on testing and verification
Focus on facts and/or reasons for social
events

Logical and critical approach
Controlled measurement

Objective ‘outsider view’ distant from
data

Hypothetical-deductive; focus on
hypothesis testing

Result oriented
Particularistic and analytical
Generalisation by population

membership

= Generalisation by comparison of
properties and contexts of individual
organism

Table 4.2 The Differences in Emphasis in Qualitative and Quantitative Methods
- (Ghauri & Gr@nhaug, 2005)

Fundamentally, for applying qualitative method, researchers need to go for contextual means
gathering background information. Contextual information could be associated to feature of
time, location, social and political impacts (Collis & Hussey, 2008, P. 143). This type~ of
research needs the ability for critical and theoretical thinking, anélyse and build clear
judgement. The ability to originate accurate hypotheses, evaluate with suitable statistical
techniqugs and deduce the gathered data into descriptive' material. Researchers can usé
various methods in numerous project parts, which can be constructed on the scope.of the
given topic, data sources; purpose for data gathering and the suppositions made during data
' analysis (Jankowicz, 2005, P. 220). The selection of data compilation will depend on the -
judgment on which kind of data fequire for the research problem (Ghauri & Gr@nhaug, 2005,
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P. 108). It also relies on the personal experience of researcher as well as the audience whom,

the problem will be reported.

These methods can be used collectively as well as independently for any specific project.
Both qualitative and quantitative methods are valuable and authentic in common research.
Often, both methods when used jointly lead to broader understanding of the specific topic
(Babbie, 2004). Mainly the basis for joining is to capture the potential of both methods and
balance the limitations of both approaches (Punch, 2005, P. 241). Logically researcher might
start with quantitative method to inspect current facts and then perform qualitative research to
develop research questions to get actual picture of the given phenomena. Counter, the process
can be start with qualitative approach to discover and examine the research topic and then
quantitative technique follows to capitalise the findings. Another aspect is related to the
experience and thinking of researcher with respect to the focused topic and area of interest.
Kane highlights this scope by symbolising the observations, procedures, questionnaires and
interviews: .

“if you had to stake your life on which of these is likely to represent the most accurate,
complete research information, you would choose the centre ‘(of the overlap)’ in which you
got the information through interviews and questionnaire, reinforced.it by observation, and
checked it through documentary analysis... here, you are getting not only what people say
they a{o and what you see them doing, byt also what they are recorded as doing” (Kane,
1985, P51). |

Based on the present research study, both qualitative and quantitative are useful, as it needs
data from both methods to retain the research conclusions. Moreover, the descriptions of
inductive and deductive, and investigative and illustrative mainly depend on the both

qualitative and quantitative data gathering techniques.

4.5.1. Survey Methods

Researches that are conducted by various academic and social practitioners are incomplete
Unless they conduct proper survey and take active measures to conduct the survey. The
methods design for survey helps in answerihg that who is going to be the respondent, what
Wwill be inquired from them, where they going to provide their feedback and specifically what
too] will be used in order to generate the results based on the answers collected. The method
- of survey is particularly designed after knowing the research design. Generally, surveys are

Conducted to support and write quantitative research because it provides a complete method
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and justifying evidences to the research. Through surveys, researchers are able to collect
major information based on the sample size or sometimes the population itself (if the

population belongs to the focused area of study) (Babbie, 2004; Saunders éf a/, 2007).

Researches that are purely based on survey methods involve various considerations of
researchers because the prime concern of the researcher is to maintain the validity and
authenticity of the material/content gathered and the results generated. Generally, in surveys,
researcher focuses on sample in order to gather views of large population. The researcher,
after analysing and studying the population selects the particular chunk and provides them
with standardised questions that help in gathering their views. However, the medium of
collecting data/information from respondents depends upon the nature of the research (it can
be interview, questionnaire, case study, observation or any unobtrusive method) (Babbie,
2010).

The survey method in this research is constructed by using a questionnaire in which
standardised questions are asked from the respondents. The more the information is
transparent, the easier it will be to maintain the validity and reliability. The survey is
conducted in order to analyse the views of respondents regarding the KM on the cultural
values, organisational structure,' performance of the organisation and the strategies that are
specifically applicable to KM. Hence, questionnaire is the easiest and simplest tool, which
requires limited time efforts and limited cost. Questionnaire could be emailed to respondents,
could be send through direct mailing at homes and offices and by conducting personal
survey. Howe\)er, there are other instruments/mediums to collect data (like observation), but
it requires much more time efforts, and it is seen that in observation, case studies and
unobtrusive methods, the reliability and authenticify decreases. Hence, the survey will be
conducted in olrder to test the hypothesis and justify the framework of the research (Rubin
and Babbie, 2009).

45.2. Methods Applied in Current Study

The strategy applied to this research includes both, the qualitative and quantitative methods.
However, the design applied to the research is a mixed design of Explanatory and
Exploratory Design. Hence, the framework describes the factors that are particularly valid to

~ study the KM application on organisation. The model prepared for the research is applicable
and illuminate the KM strategies and it is interlink with the organisational performances. The

positivism of the research underlies on the statistical data and the sample size (Marshall &
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Rossman, 1995.) However, the post-positivism approach is fulfilled not by the descriptive
means to explore the problem, but through the qualitative means that helps in evaluating and

discussing the issues highlighted in the research (Hesse-Biber and Leavy, 2010)

This research is particularly design to explore and examine the application of KM strategies
towards the telecommunication organisations of Saudi Arabia and Gulf States. Hence, it
involves complexity in terms of selecting and applying variables because this research
involves the relation of KM with organisational culture (which involves cultural dimensions),
social ontology and bond between the employees, their level of communication and
interaction, and behaviour of employees within the organisation. It focuses on the evaluation
and assessment of information system that are necessary to study the KM. Hence, these
variables can be studies through qualitative means (Axinn and Pearce, 2006). Qualitative
study will help in exploring the application of KM over the organisation culture and it is

helpful to study the impact of KM on the organisational culture and structure.

The quantitative method is applicable to investigate the tools that are linked to KM in the
Organisation; such as improvement in technical and organisational skills, documentation
making and structuring, creating proper reports, using advance technology in order to

enhance results, systematic performances, effective communication and so on (Axinn and

Pearce, 2006).

Mixed |
. Method
Qualitative Quantitative

Method - Method

= wid ==

Figure 4.4: Trilogy based on Mixed Method (Axinn and Pearce, 2006)

Hence, these both methods can together give benefit to the research, and will help in
performing authentic analysis, writing concrete discussion and delivering constructive
conclusion based on analysis, results and discussion. Based on the overall information about
methods, strategies, approaches, designs and philosophy, following is the process of research
methodology:
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Figure 4.5: Research Methodology Process

4.6. Research Time Dimensions

Longitudinal and Cross-sectional are two major alternatives present for time dimension.
Cross-sectional covers the observations of model, population and event that are developed at
a particular time point (Babbie, 2006, P. 102). It is the study of definite phenomena at a
definite time (Saunders &t 2/, 2007, P. 148). Normally, most business researches are cross-
sectional theories as they are facing restrictions like resource distribution, budget, staff and
time. Opposite, longitudinal studies are practiced to formulate observations of the same topic
over the prolonged period (Babbie, 2006, P.103). The purposerof this study is to gather data
at two or more than two distinct points in time. Furthermore, data collected through this
process is not likely to be used on the same faction of sample that was tested before for
original data collection. Three kinds of longitudinal studies have been developed by Babbie
(2006, P. 103). In Trend study certain features of a population is examined over a time. For
Cohort Study some particular sub-population is observed over a certain period. Lastly, Pane/

Study- data is collected through the same set of population at various points in time.

Based on the literature review, researches compiled under the perspective of technology
acceptance were developed by cross-sectional studies. According to the concept of
innovation, advanced and better techniques would be practiced, replacing the previous ones
and thus claiming that advanced innovation will be acceptable than the old one according fo
the longitudinal studies. Hence cross-sectional is more suitable than longitudinal study to
compute this gdoption. éabbie (2006, P.102) emphasise that descriptive and investigative

 studies are likely to be cross-sectional. The current study depends on explanatory and g
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exploratory researches, which determine and evaluate the present knowledge management

framework at Saudi Arabian and Gulf countries.

The cross-sectional dimension helps in covering the observation concurrently with the
execution of data collection and analysis. It will help in covering the issues and aspects
discussed in the research on time. It will reduce the extra time required to perform the
research. Moreover, as this research also involves questionnaire and interview as the
instrument of data collection, so, it will be unjustified with the participants to engage them
for longer time in order to collect data. Hence, cross-sectional dimension will help in
covering and concluding the research on time. This will also help in maintaining the

relevancy of the topic in the current context (Babbie, 2006).

4.7.  Sampling Methods for the Research

Primarily, when any research problem is identified and a suitable research data collection
method and design is developed, the next step in the process is to choose the elements
through which the accurate information will be composed. One method to execute this would
be to gather data information from every member of the specific population. Another method
is to gather information from the segment of population by taking a sample from the outsized
group and finally infer the results associated to the group (Ghauri & Gr@nhaug, 2005, P. 145;
Churchill & Iacobucci, 2002, P. 448). Therefore, researches require using sampling procésses
as the selected group is relatively large and consist of many cases or members thus making it -
‘Complex to collect information from all given components. The performed study uses a
Strategy of research survey in order to answer the given questions and to complete the
Purpose of research. It tends to develop an inclusive framework and empirically examine the
adoption and recognition of E-commerce technology practices inside SMEs by caring out
data collection from SMEs' employees. Sampling standpoint is needed when the'group of

interest is larger than usual.

~ 47.1. Sampling Population

The concept of ‘population’ is not practiced in the normal sense during the sample procedures
and it does not commonly mean by people‘. In fact, it signifies the complete set of cases
through which a sample is chosen (Saunders éf a/, 2007, P.205). Therefore, a population can
be observed as total of all the portions that have few common features on (Hair 6f a/, 2008, P.
- 170). Furthermore, the expression ‘target population’ demotes the overall concept of cases

that match the considered specifications, which define the aspects of the target group, and
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those which are not (Churchill & Iacobucci, 2002, P. 448). Significantly, research population
must be crucially and accurately defined (Aaker éf a/, 2007, P. 381). A sampling frame or

structure needs to be recognised in order to deal with the complexity of all the elements.

4.7.2. Sampling Frame

A sampling frame is commonly called as a broad list of elements or members creating a
target population from which a sample is taken (Aaker éf &/, 2007, P. 382; Saunders éf a/,
2007, P. 208; Hair et a/, 2008, P. 173; Babbie, 2006, P.199; Churchill & Iacobucci, 2002, P.
451). This list can be obtained and accessed by researchers for drawing a sample for the
process of research study but this frame must be developed on the basis of adequate and
complete results, or else inadequate and incorrect list will make a sense that some elements
are not included. Thus, it will result into misrepresentation of the selected sample of the
target population (Saunders éf a/, 2007, P.208). Although those researchers who try to focus
on larger population, it is unreasonable to get an adequate sampling frame list. . “There is
rarely a perfect correspondence between the samp/ing frame and the target population of
interest” (Churchill & Iacobucci, 2002, P. 451). So cor;cluding it, researchers must have the
awareness of selecting a sufficient list of sampling frame for the generalisation of factual and

reliable findings.

4.7.3. Sampling Size ,

The sample size refers to the number of participants that are available to take part in the
research. The large sample size represents the population from which the researcher will
minimised the size. The sample size can be measured by “ad hoc” methods or “statistical
formulas”. The ad hoc method is used when there is any limitation regarding budget. The
researcher needs time and budge"t to use ad hoc method. While, statistical formulas are more
generalised and accurate. The statistical formula makes the researcher more confident
regarding research (Lawrence, 2007). The sample size helps researcher in making the

research more relevant and accurate by providing facts through different statistical tools.

Vitally, the sample size represents the degree of being a portion of the overall population and
reflects the fact of how assertively researchers can simplify research findings. Consequently,
the broader the sample is, the superior it will signify the population. So in order to simplify
the results, there is requirement to examine the minimum size of the sample to represent the
size of population (Collis & Hussey, 2008, P.210). Sample size can be | resolute either -
through ad hoc techniques or by following statistical formula. Ad hoc techniques are
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practiced when the sample size is already determined through the experience of the
researcher or when some restrictions are present for instance reasonable sample size depends
on budget (Aaker éf a/, 2007, P.408).

Respondents were collected from employees and “managers of the sample organisations.
Overall, 150 questionnaires per company were distributed and five interviews with managers
were conducted. Respondents were collected from a variety of departments, but apart from
that, interviewees were randomly selected from those indicating they liked to take part in
further research. The sample size was significant enough to allow for generalised results, but
did not provide information beyond the state of KM within one sector of Saudi companies.
Nonetheless, the research assumed that it could form the basis fpr further research into the

link between social ontology and KM for Saudi Arabia.

4.7.4. Sampling Techniques

Sampling techniques are defined as the techniques that are specifically designed to select the
sample for the research. Based on the sampling techniques, there are two classifications; [1]
Probability based sampling technique and [2] Non-probability based éampling technique.
Probability based sampling technique is defined as selecting the sample size based on the
chances. It is based on selecting any sample based on random data. However, non-probability
based sampling is based on selecting sample on no chances. It is focused towards .sbme
‘people and personal judgemeﬁts are involved in it. Probability based sampling is much
associated to the survey methods and other experimental strategies that are important for the
research. However, non-probability sampling is associated with the interference of the
population. The application of non-probability sampling is more towards the case study
researches (Cochran, 2007). |

Based on the probability sampling, there are following methods: systematic sampling, simple
random sampling, cluster sampling, multi-stage sampling and stratified sampling. On the
other hand, the non-probability sampling is snowball, quota, self-selection, purposive
(judgmental) and convenience sampling (Cochran, 2007; Hair éf a/, 2008, P. 177). See figure
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Figure 4.6: Sampling Technique (Cochran, 2007)

For this research, the applicable sampling technique is probability based sampling. This
sampling technique involves various advantages than non-probability based sampling.

Following are the advantages:

e [t let the researcher to identify the representation of sampling;

e Helps in identifying the biases and the explicit information;

e Permits to evaluate the explicit information in order to check the variation seen in the
sampling;

e Utilising probability based sampling in order to construct the research.

It is seen in the current context that probability based sampling is widely used in order to
select the large organisations and to understand the social researches. Hence, this sampling
technique is applied for the research in order to analyse the research (Hair éf al. 2008, P.
177).
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o Stratified Sampling

In probability-based sampling, stratified sampling is defined as the alteration of random
sampling, which the population of the research is divided in relevant forms based on the
number of various characteristics (Cochran, 2007). Hence, a systematic technique is formed
for the stratum. However, on the other hand, there are many advantages as well as

disadvantages for this sampling technique, which include (Hair éf a/, 2008, P. 177):

= Representation of samples by reducing the number of probable errors.

» The division and section of each sample is the subdivision of the overall population.
= Stratified sampling helps to ensure and represent the overall population.

» Helpful for those researches that involves random sampling.

= Helpful for those researches that involves periodic pattern.

o Cluster Sampling

The sampling performed based on various clusters and varied groups is known as cluster
sampling. The groups and clusters vary from several entities of business, ethnic groups,
organisational groups and geographic groups. This helps in evaluating and understanding the
commonalities and specific differences in each cluster that helps in presenting the overall
analysis (Cochran, 2007). The essential aspect of cluster sampling is that it forms a unity
"between each group and clusters. The clusters are selected based on the random technique
that is widely used for probability-based: sampling. This method is helpful to study the sample
that represents the overall population comparatively to stratified sampling. The cluster
sampling helps in representing the population and generates concrete results (Hair éf a/, 2008,
P.177).

s Systematic Sampling

Systematic sampling helps in systematic performance and identification of sample that helps
in listing the elements of population. It helps in identifying the interval between the sample
size and the population. The interval is selected based on each unit selected for the sample.
Usually it is calculated by dividing the population size and the sample, and whatever interval

is identified suppose to be the sample of the research (Cochran, 2007).

Following is the formula to find the systematic sampling:
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Sample Size
Total Population

Based on whatever the sample is selected, randomly the data is collected. It helps in

specifying the data in systematic manner.

The benefits of systematic sampling are that it is helpful to collect and gather data of
population based on large group of population. It is applicable for those researches in which
the face-to-face interaction is not possible. Hence, for widely dispersed data, systematic
sampling is effectively followed and implemented. Besides this, systematic approach of
sampling is not only applicable for 20, 40 or any fixed number of sainples, but it is applicable
to all sample sizes (Hair &t a/, 2008, P. 177).

e Multi-stage Sampling

This sampling technique in probability based sampling is also referred to as cluster sampling
of multi stage. In this sampling technique, the data collected is based on clusters specifically
when the face-to-face interaction becomes important in geographically diversified population
size. Moreover, the biggest constraint in this type of sampling is linked to the time and cost. It
requires more time in order to collect face-to-face views of respondents and cost as well
because it is not possible to reach to every individual within minimum cost (Cochran, 2007).

The sampling technique could be performed in two major stages, which include:

e Listing;
e Sampling.

First of all, the list of the samples are drawn that helps in giving the direction to the
researcher to identify the specific sample, then based on the list, the units are specifically
selected. This helps in identifying the proper and relevant sample for the research. This
sampling technique is then proves to be multi stage due to its two stage process. This process
helps the researcher to perform the research and maintain the authenticity of data collection. -
However, the constraints/of this method create difficulty for researcher and prolong the time
of research completion (Hair éf a/, 2008, P. 177).

4.7.5. Determination of Sample Size
The sample size of any research is determined based on the conceptual background of the

population and information. It is determined based on two major stages. In the initial stage,
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the researcher defines the sampling frame and sampling population, and in second stage, the
researcher finds out the systematic method that is applicable to the research context (Hair éf
al, 2008, P. 177).

In this research, the chosen companies for data collection and interviewing are the
telecommunication industry that exists in Saudi Arabia and the Gulf States. This industry will
help in knowing the application of KM and its importance for the employees and the
organisation itself. Moreover, some other factors based on the variables will be studied in this
research, which include culture, structure, behaviour, communication and interaction of

employees based on knowledge management.

150 questionnaires will be distributed in each organisation and the interview of five managers
will help in gaining the insights about the application of KM within the structure of the
company. So altogether for 3 companies 450 questionnaires were distributed and 15
interviews took place. The interview will also help in relating the culture of the company and
the link of it to the KM. Hence, based on the divefsiﬁcation, the sampling technique chosen

for this research is a systematic sampling.

4.8. |nstruments of Data Collection

Having determined the research paradigm, the appropriate instruments for data collection
have to be developed. Verbal and non-verbal' data collection encompasses a variety of
different research instrument including observational methods; survey research; and
secondary data analysis (Punch, 2005). The research methodology for this study is divided
into fwo parts. Initially, theoretical exploratory yresearch will be conducted to gain insights
into the topic’s existing body of knowledge. To an extent, this part of the research has been
completed. Nonetheless, the existing literature review is not comprehensive and the research
is anticipated to be conducted over a significant length of time. Therefore, the secondary
analysis of both academic literature and business related findings is to be ongoing. This aims
to develop the researcher’s knowledge and includes a review of the literature to inform the
formulation process of research questions as well as enable the researcher to stay informed of
the ongoing debate on the topic. Academic books, journals, and the internet have been and
Will be used. The search strategy for literature was threefold and went from general sources
on KM and social ontology to more specific studies concerned with the interrelationship
~ between social ontology and KM and the link between individual and collective identity to

KM. Academic databases including EBSCOhost and Sage were utilised for the literature
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search. Following and to an extent alongside the evaluation of secondary data primary
research will be carried out. This aims to determine the causality between themes identified
in the literature. The researcher conducted both qualitative and quantitative research utilising
semi-structured interviews and survey questionnaires. The research aimed to develop a wide-
ranging picture of the sample organisations, providing specific and generalised information
on factors hindering, supporting KM in telecommunication companies in Saudi Arabia in
particular, and Saudi companies in general. Moreover, the research developed the field of
KM as a whole. Therefore, questionnaires and interviews are regarded as tools to gather

information to create a case study of KM in the telecommunication sector in Saudi Arabia.
4.8.1. Quantitative Instrument

48.1.1. Development of Questionnaires

One of the questionnaires were aimed at employees and were distributed in the target
companies: Etisalat, Zain and Mobily. Questionnaires included questions about
organisational structure including levels of formalisation, reward systems and workflow
organisations. It aimed to determine and evaluate KM system in place at present and the
extent to which employees are aware and utilise these. Moreover, questions regarding social,
technological and potentially economic barriers to implementing and using KM systems were
included in the questionnaire. The rationale for asking qugstions about this was to determine
the link between employees and managers personal and individual perception of knowledge
and organisational strategy. Moreover, findings from the literature suggested that KM needs
to be embedded in organisational culture to be effective. ’fl"herefore, the last set of questions
determined the significance of KM in the organisational culture and vision of the sample
organisations. It is believed that organisational culture is not only influenced by the official
strategy and objective, but also by the individual perceptions and actions of employees and
managers. It was considered to extent the questionnaire and conduct research with both
employees and managers of the target organisations. It was planned that within the
questionnaire, respondents would have been offered the opportunity to indicate whether they
would like to take part in further, more in-depth qualitative research. This option would have
been restricted to the questionnaires aimed at managers. However, due to time constraints,

only one questionnaire for employees was developed and distributed.

The questionnaire is based on the variables of the BOKMISO framework designed for the '

research. in this research, the questions are divided into three major portions, which
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separately helps in evaluating the relationship between KM and the company itself, KM and
the culture of the company, and KM and the overall structure of the organisation. Lastly, it
helps in knowing the role that KM specifically plays in order to evaluate and generate good

results of the organisation.

The questionnaire is developed based on seven point Likert-scale, which starts from strongly
disagree to strongly agree. Questions of each section are divided based on evaluating some
important aspects. For example, in the first section where the relation and responses are
gathered based on KM and the company, following is the questions formulation and based on

evaluating these aspects:

Figure 4.7 below helps in identifying the specific aspects through which the evaluation of the
KM system of the company takes place. It particularly it aims to construct the relation
between KM and the company based on the company practices, importance of KM and the

information systems within organisations.

121



Construct Statement Measureme
nt
Codification Knowledge such as problem solving
methods, and technical skills or know-
(Cohender et al. )
how are well codified in our company
1999, p. 239)
Knowledge is codified and is shared in
form of documents and manuals in our g8
g &
company 5 2
-
W S
s =
g
w O~
L g
Processes and Company has practices, processes, and
Mechanisms mechanisms for creating new knowledge
from existing knowledge e
(Choo, 1996) 8 8
Company has practices, processes, and 2 &
mechanisms for knowledge acquisition i‘é}
and sharing %ﬂ %

Company has practices, processes, and
mechanisms for knowledge acquisition
from competitors

Company has practices, processes, and
mechanisms to identify and upgrade best
practices

Company has practices, processes, and
mechanisms to value and protect tacit
knowledge of the individuals

Company has practices, processes, and
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mechanisms to integrate different types

and sources of knowledge

Explicit . Results of meetings and projects are
Knowledge documented in our company
o
. Knowledge can be easily accessed from 8 g
(Adams et al, ) gb &
proper manuals, and documents in our NG
2006) o
company w S
e @
g
L
Knowledge . Company make deliberate endeavours to
Sharing communicates the importance of
knowledge on all levels of the o
(Zhang et al L b 8
organization 5 5
2009) o . g g
. Informal discussions and meetings also s 2
2 g
serve as the source of knowledge | ¥ &
=]
acquiring and sharing e
. Face to face meetings and discussion are
amongst the key sources of knowledge
acquiring and sharing
. Information technology such as internet
and intranet are the source of knowledge
sharing in our company
Information . Our company offers support through
Technology information  technology support to ©
facilitate collaborative work opportunities % g
(Choo, 1996) ] 2 8
across time and space 2z
. = s
. Our company facilitates communication %"g
&
amongst employees through information ks S

. Search for

technology
and gaining access of

necessary information and knowledge are
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facilitated through information technology

Knowledge is systematically stored
through information technology

Simulations and predictions are performed
through the use of information technology

in our company

Mentoring

(Choo, 1996)

I

Mentoring is also a source of knowledge

acquisition

strongly disagree
to 7=strongly agree

Figure 4.7 : Knowledge Management in the Company: Strategies and Sources of the Company

The second section below shows Figure 4.8 which is based on the relationship between KM

and the culture of the organisation. This particular portion helps in studying the relationship

between the organisational culture in terms of valuing the culture and the openness of the

culture in order to perform KM and to avail benefits from it.

Construct Statement Measurement
Formal and Employees can contact with one another in both & i
Informal Ways formal and informal ways 2

= =
(Chinowsky and Our company encourage collaboration and ‘é" B %"
E 35
Corrillo, 2008 cooperation amongst employees both through i _g r{f
formal and informal ways
Control . The prevailing belief is that knowledge
=]
(Chinowsky  and management is the task that cannot be 7@‘; =2
E'—’ =
Corrillo, 2008) designated to particular employees and experts % g £ 8
Lsd @
Authority Individuals employees are encouraged to give °
) their opinions on different matters and make g
(Chinowsky and <

) autonomous decisions B oD

Corrillo, 2008) 5 ] 5
Employees are not forced to refer others for the Z &5
Py _|
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purpose of reaching a decision

3. Employees are not forced to consult their
seniors to make decisions

4. Employees are free to make decisions without

approval from their supervisors

Open Culture 1. Our company offers a supportive, encouraging,

. supportive, and open culture that facilitates
(Chinowsky and

knowledge management
Corrillo, 2008)

2. Employees including top management are

helpful and supportive

1

strongly disagree
to 7=strongly agree

3. Employees including top management can be
easily access

4. Employees are willing to collaborate within and
across teams and within and across departments

5. Employees seem satisﬁed with the ways and
level of cooperation and collaboration |

6. Employees trust each other and are trustworthy.

4. Employees show reciprocal faith in each other’s
ability

———.

| Information sharing | 1. Employees has a purpose to, and value

knowledge management and sharing of  best

(Chinowsky  and .
practices and knowledge

: 1=strongly disagree
to 7=strongly agree

Corrillo, 2008) . .
2. Employees believe that knowledge management | .
and sharing of best practices is the job of each
and every individual

Figure 4.8: Knowledge Management and Organisational Culture -

The third section F igure 4.9 helps in exploring the relationship between the organisational

Structure and the KM.
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Construct

Statement

Measurement

Workflow

(Salisbury & Pass,
2001)

. The company believes in horizontal integration

and emphasize less on hierarchies

. The company do not focus on vertical integration

and hierarchies

. The employees are not forced to strictly follow

the organizational hierarchies rather they are free

to make their own decisions

strongly agree

strongly disagree

to 7

Tacit Knowledge
(Lai & Fan, 2002)

The company does not rely on strict control and
supervision of day-to-day activities

Employees have the liberty to find solutions of
issues from all the available channels and
sources

Employees are not supposed to follow the
defined task procedures rather the focus on
getting the work done instead of following rules
Employees opinion are values and they are
encouraged to participate in decision-making

Employees have autonomy to do their work

strongly agree

=strongly disagree
to 7=

1

Explicit knowledge

(Lai & Fan, 2002)

. The company has explicit work rules and policies

with a good degree of autonomy

strongly  disagree
strongly agree

to 7

Figure 4.9: Knowledge Management and Organisational Structure
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The fourth section Figure 4.10 explains the role that KM plays to achieve better results and

effective performances of the organisation.

Construct Statement Measurement
Quality 1. Improving quality
management 2. Faster response to key business issue
w
(Adams et al, | 3. Improving delivery gn 3
2 %
2006) ©a
(=1
g1
wn ~
- 8
Organisational 1. Employee development
improvements 2. Cost reduction E, .
2
3. Innovations _g? &b
(Adams et al, . ) z
4. Better decision-making > g
2006) . € &
5. Intellectual property rights management .g g
. .. N e
6. Improving competitive advantage
7. Improving customer focus
8. Revenue growth

Figure 4.10: Knowledge Management and Organisational Performance

4.8.2. Pilot Study

Pilot study is said to be the pre-testing of the study. It is used in two different ways in the
research related to social sciences. It is defined as the trial run of the research in order to
identify some major or minor issues/problems/errors that a researcher or analyser can face
during the process of data analysis. It also helps in gaining the first side response of

Participants based on their views about the questions.
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There are various advantages of conducting pilot study before conducting the research
(Teijlingen and Hundley, 2001):

e It gives advance knowledge to researcher about the research;
e Helps in highlighting the failure points of the research;

e To understand that the proposed method of the research is appropriate or not;
Moreover, following are the standpoints of the research (Teijlingen and Hundley, 2001):

o Designing the specific protocol of the research;

e Testing the sufficient knowledge of the research;

e Measuring the feasibility of the research;

e Simplifying the survey;

e Identifying the frame of sample and picking up the right technique to conduct the
research;

e Developing the plan of the research;

e Pretesting helps in determining the needed resources in order to plan the study;

¢ Influencing the stakeholders in order to conduct the study.

Pilot testing could be done for both the methods of research. It can provide a clear idea of
quantitative research that how the data collection will be done by reducing the chances of
errors. There are three major phases of pilot tesﬁng. It includes [1] in-depth interviews in
order to address issues or the focus group activities that helps in identifying issues and
studying it. It also helps in addressing issues at wider scale. [2] Conducting the pilot study for
the questionnaires. [3] Conducting tests by distributing questionnaires in order to collect

views (Teijlingen and Hundley, 2001).

Hence, in order to maintain the reliability and validity of the research based on errorless
paper, a sample was tested on 20 respondents from the employees of three companies.
Respondents were also asked to share their views based on questionnaire words, sense of
questions, formatting and structure. The response rate among the 20 respondents was 80%

where 18 respondents gave the response along with some suggested corrections.

4.8.3. Questionnaire Revision

- Based on the reviews collected by the respondents, the alterations were made in order to
improve the quality and consistency of the research. For the improvements, the suggestions

given by the respondents were considered. The initial questionnaire includes ambiguous
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questions, but based on the suggestions, the improvements were made in order to reduce the

ambiguity.
4.9. Qualitative Instruments of Data Coll.ection

4.9.1. Research based on Case Studies

Moreover, in order to provide valuable recommendations to telecommunication companies in
Saudi Arabia, extensive case study research will be carried out to inform the framework
(Avison et al. 1999). It is assumed that this will provide the social ontology with the
necessary academic rigour as well as practical applicability. The targeted companies for the
case studies will be Etisalat, Zain, and Mobily. Questionnaires collecting quantitative data
will be distributed amongst a large sample of employees within these companies. Qualitative
research in form of semi-structured interviews will be conducted with department managers,
general managers and technical department managers. The findings are used to develop the

KM case studies of the companies in question.

4.9.2. Interview Methods

Face-to-face interviews: Those interviews, which are considered as one of the effective and
efficient method to determine the desires of interviewer from the interviewee, are called face-
to-face interviews. Interviews can appear to be in different phases like unstructured, semi-
Structured, and structured. Additionally, they can be conducted by one person at a time -
(individually) or in specific group. The dependability and strength of the data collected from
any interview are driven by the kind of interviews practiced and the experience of the
interviewer. Potential applicants should be critically selected, as unsystematic selection is not
an appropriate recommendation (Gubrium & Holstein, 2002). |

Structured Interviews are those, which refer to the situation in which each applyica‘nt has td
answer a series of pre-selected questions by the interviewer (Denzin & Lincoln, 1994, P.
- 363). These interviews are very nonflexible. The reason is the limitation in the number of
responses and applicants are forced for those giving responses (Steinaf, 1996). Semi-
Structured interviews contain a series of open-ended set of questions stranded on the topic
Wwhich investigator planned to cover. These imprecise questions cleared the topic of interest,
Wwhich is investigation but offer prospects for both the interviewer and interviewee for
) additional discussion on the given topic. People with high management skills like managers
from small and medium sized organisations should conduct this type of interviews. Questions

listed should be useful to the researcher during an interview (Doyle, 2004). An interview is
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termed as unstructured when it is observed as informal and casual interview means which is
not standardised by a set of questions. During these interviews, there is not a predetermined
questions® list to work on. Through this interviewee has an opportunity to show his/her skills
and talk about the given topic freely, this type of communication is often called non-directive
(Saunders et al, 2007, P.312).

Semi-structured interviews contain series of open-ended questions fegarding thé topic. The
semi-structured interviews helps researcher in exploring the research more deeply. It gives
benefit to interviewer and interviewee to discuss the variables more clearly and investigate
new question. The interview may feel problems while answering the question. While
interviewer is free to answer any question, which is relevant to the research topic. The
interviewer can encourage the interviewee on every answer. Thus, in this way the participant

will take interest in interview process and give all the answer honestly (Kumar, 2011).

Moreover, the researcher needs to allow the participants to ask any query about research.
These types of interview are conducted usually v».f‘ith higher-level management. The
researcher needs to prepare all the questions before conducting the interview so that at the
time of interview he/she should know what is going to be asked. The pre planned interview

question makes the interview easy and simple (Newman, 1998).

Unstructured interviews are known as informal or unofficial interview. It is not consist of
listed questions. The researchers do not need to prepare any pre questions for interview. In
unstructured interview, the researcher is free to explore the phenomena. Moreover, this type
of interview helps in exploring various beliefs, behaviour, topics, situations and viewpoints.
This type of interview is known as non-directive preliminary theory. The researcher can test
any issue to see the response. There are various situations in which, qualitative interview
methods of data collection are used. The qualitative interview helps in demonstrating the
researcher and interviewing effectively (King and Horrocks, 2010).

This research focus on quantitative methods of data collection and interpretation so, the
researcher has used both method to make the research more reliable and effective. The use of
both qualitative and quantitative method helps researcher in providing a detailed research and
in-depth-view of findings (Keegan, 2009). )

In this research, the researcher has use quantitative tool by distributing the questio;lnaire.
‘ Whilé quallitavtive method helps researcher inA conducting semi-structures interviews from

various participants. The data was gathered from various organisation of Saudi Arabia.
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There are various situations in which practice of qualitative research interview proved to be
more beneficial as a technique for collection of data. These situations can be determined
through the following four turns associated to interview (Saunders et al, 2007, P.314):

= the principle of the research

= the importance of making personal contact;

= the temperament of the data collection questions;

= Duration of time required and completeness of the procedure.

More accurately, the table below shows the use of various types of interview and the major

research categories.

—

Exploratory Descriptive Explanatory
| Structured v v
En?i-structured v o
[ Unstructured v v

v' v'= more frequent, v'= less frequent.

Table 4.3 Type of Interviews and the Main Research Categories (Saunders et a/, 2007)

Additionally to the questionnaires with employees, twenty in-depth interviews with managers
in the case study companies were conducted. Interview questions aimed at determining the
level of effectiveness of KM system in the company. This included questions regarding
formalisation, reward system and work flow. Moreover, it comprised questions about
managers’ perception of the level of knowledge sharing and barriers to effective knowledge
management. The aim of the interviews was twofold. Firstly, it collected data on managers’
perception of KM in their organisation. Secondly, it was used to triangulate results with
findings from the questionnaires (Bryman & Bell, 2007). This increased the validity of results

and allowed for more generalised conclusions.

49.21. Validity and Reliability of Interview

The interviews are designed to gather the information from various participants. The
reliability of interview is based on the experiences and perception of participants. The report
of interviewee’s is considered as a most important representation in interview process. The
validity and reliability helps researcher in checking the research design and structure
(Baumgaten, 2012). The qualitative research is classified through the validity and reliability

test. The flexibility in interview allows researcher to re-design or re-evaluate the process or
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content of interview. The researcher should not give any bias statements. The test of validity

and reliability is done in the first step on research (Thomas, Nelson and Silverman, 2011).

49.22. Methods of Interviewing in Major Studies

The main purpose of interview is to collect data from participants. Thus, its helps researcher
in exploring variables of research and identify the relationship among variables. The
interviews also motivate and encourage the participants and they respond in way that is more
effective. The semi-structured interview helps in analysing the KM technology in
telecommunication industry. The adoption of KM helps companies in developing their
organisation and adopting changes easily. The interviews also helped in gathering the
information regarding innovation and techniques through which KM process can become
more understandable. The researcher has focus on few steps while conducting the interviews.

The steps include:

o Purpose of interview;

s Time of interview;

e Maintaining neutrality; -

e Asking opening question;

e Brief discussion about KM;

e Ending the interview.

4.10. Data Analysis

Both quantitative and qualitative analysis techniques are applied in this research. The
quantitative analysis method will be presented by using SPSS to determine correlations and
regressions as well as discriminate analysis between dependent and independents variables in
the intended study. Likewise, the qualitative analysis techniques will be addressed using
Miles and Huberman (1994, p.10) model of qualitative data analysis. Miles and Huberman’s
model identifies four phases of qualitative data analysis: Data collection, data reduction, data
display, and drawing and verification of conclusions. Thereafter, Leximancer version 3 will
be used to identify and distinguish most repeated words and phrases as well as most
reoccurring important concepts and terminologies in the interview responses. A
comprehensive discussion combining and evaluating both quantitative and qualitative

findings is used to develop the framework and make recommendations for further research.
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All this research will allow for the development of a social ontology based Business

Organisation Knowledge Management Framework.

An additional aspect of data analysis of the present study is the need to not only transcribe
but also translate research data. The rationale for conducting the interviews in Arabic is to
ensure that interviewees’ ability to communicate gffectively is not affected. The data analysis
process for this is to first transcribe the interview data in Arabic and then translate it into
English (Bryman & Bell, 2007). However, this influences the potential validity of results,
because_y“differences in the meaning of words between the two languages. This is bound to be
time consuming and potentially affects the number of interviews, which can realistically be
carried out. Moreover, Saunders et al. (2009) identifies a number of issues when translating
questions into other languages. This includes differences between lexical and idiomatic
meaning of words in the two languages. Nonetheless, the researcher is a native Arabic
Speaker; therefore conducting the research itself is less problematic, than the actual
translation of content into English. Moreover, to ensure the best match between source and
target questionnaire and interview, translation and back translation should be undertaken by
two or more independent translators and comparison between the versions should inform the

final version. Nonetheless, this adds considerable cost and time constraints to the research.

4.11. Ethical Considerations

In order to conduct any research, it is essential for researcher to focus on ethical limitations in
order to maintain the reliability in research. The ethical consideration or limitation plays
important role in success of research. The researcher can make the research successful by
satisfying all those people who are connected with the research. The research participants are
the most important factor because the data regarding the research is gathered from
Participants only. Hence, the researcher needs to protect the right of participants and maintain
the trust. In this way, the participants will feel comfortable in providing the data and sharing
their views regarding topic. The researcher needs to ensure that the data of participants will
not be share publically and there will be no exploitation of personal data. The researcher
needs to answer those entire questions, which are asked by participants because if there is any

doubt in participant mind then they will not give the answers, properly.

The data, which is gathered forcefully, will be considered as unethical and the researcher will
~fail in providing a best research. Negative means of data collection may create adverse effect

On research and it may decrease the validity of research. Therefore, the researcher needs to
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give freedom to participants, so that they can answer all the questions in relaxed manner. The

researcher should give time to participants and give brief information regarding research
topic. In order to explain the research topic more clearly the researcher, can provide relevant
data to participants for their convenient. The information given by participants should not be
exploited or edited by researcher. If the researcher tries to imitate the given data then the
research will be considered as failure. There should be no obligation on participant to answer
all the questions. Moreover, the researcher should not stress the participants. The researcher
can make research more effective by explain the purpose of research to participants. If any
participants do not want to answer any question, then researcher should not force him/her
(Babbie, 2011). The researcher should not use any political means to conduct the research. If
any participant wants to leave in participating, then researcher should not force him/her to

participants.

Ethical considerations form an important part of acceptable research practice (Bryman &
Bell, 2007). The ethical considerations applicable fdf this study are informed consent,
confidentiality and data protection. Respondents were informed about the purpose of the
study as well as their right to withdraw at any point at the beginning of the questionnaire.
Moreover, confidentiality and data protection was guaranteed in writing. For the
questionnaire, it was assumed that respondents agree to this if they proceed to fill in the
questionnaire. Concerning interviews, a written consent form was provided. Moreover,
infofmation about UK data protection legislation as well as a write up of the final document

was available upon request.

4.12. Conclusion

Thei research methodology chapter described the dévelopment of the BOKMISOf and the
Hypothesises and the basis of the qualitative and quantitative analysis. The data can easily be
gathered if the researcher knows how to collect the data from participants. The accurate data
collection tools helps the researcher in gathering the data in less time and less cost.
Furthermore, sampling size and techniques helps in understanding the population size and
numbers of participants that are best for research. This chapter also explains the ethical

limitation, which is hecessary to conduct any research effectively.

. This chapter also explained various viewpoint and standpoint of authors. These viewpoints
are philosophical and knowledge based. Moreover, time dimension, research approaches and

strategies are classified and justified to make the research more clear and easy. The ethical
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limitations are considered and discussed because to conduct any research it is essential for
research to gather the data ethically and within a limit. This chapter also elaborated the
sampling procedure, sampling techniques and sampling size to provide visible understanding

to readers.

This chapter holds concrete information regarding the methods, tools and instruments of data
collection. It also helped in identifying the importance of research by the means of data
analysis and gaining the results by reducing the chances of errors. The data analysis tool used
for this research is SPSS version 16.0. This tool is one of the widely used tools that helps in

generating results through graphs, charts and tables.
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CHAPTER FIVE: RESULTS

5.1 Introduction

The chapter presents the data analysis and results. It aims to present the analysis that the
researcher conducts after collecting the data from the respondents. This chapter starts with the
exp.lanation of various processes, approaches and analysis tools that are specifically used in
order to administer the instrument(s) of data collection. In this research, the instrument
| designed and adopted was a questionnaire (closed-ended questionnaire based on a seven point
Likert scaling). After this, the reliability and consistency of the research are illustrated by
conducting the reliability test and measuring the constructs. As it is defined earlier that there
are two major methods of data collection, that are qualitative and quantitative research. For
the quantitative analysis, the software used was SPSS. It is most widely used software, which
gives the authentic and reliable results within few minutes. For quantitative research, the
analysis is done based on the numbers, mathematical formulas and statistical techniques,
which include linear regression, descriptive statistics, multiple regression, independent t-test,
one-scale t-test, two scale t-test, ANOVA, f-test and other probability test. After the analysis
and applying various tests, subsequently, regression was used, as it is most competent
predictors of testing dependent variables that provides best values. These statistical tests help
in describing various frequencies, minimum and maximum values, standard deviations,
means, medfans and modes of independent and dependent variables. In this research, the tests
used includé regression and correlation, which include model summaries, coefficient of
regression and ANOVA. However, the qualitative analysis is based on the analysis,
discussion and the results gathered from quantitative analysis. The Verbatim quotation data
were obtainé_:d from the designed semi-structured iﬁterviews. These were analysed through
axial, selective and open coding. Hence, with this, it can be said that this chapter works as the

core of the research.

5.2 Quantitative Analysis

Quantitative analysis, as fnentioned earlier is based on statistical information. In this research,
descriptive frequencies are calculated which include standard deviation, means, percentages
frequency based on the-occurrence level of various responses. Moreover, the regression

- analysis is also carried out. However, the descriptions of each analysis is given below:
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9.2.1 Descriptive Statistics and Frequencies

150 questionnaires were distributed in each organisation and five managers were interviewed
to gaining insight into the application of KM within the structure of the company. So
altogether for 3 companies 450 questionnaires were distributed and 15 interviews took place.
The interview will also help in relating the culture of the company and the link of it to the
KM. Hence, based on the diversification, the sampling technique chosen for this research is a

Systematic sampling.

PART ONE:

Part one discusses the initial question of the research that works as the point of grabbing

attention of respondents.

Statistics
Company | KM Status {KM Recognition] KM Issues | KM meanings
IN Valid 379 379 379 379 379
Missing 0 0 0 0 o
[Mean 2.06 2.64 1.87 2.77 3.85
Median 2.00 3.00 2.00 2.00 4.00]
Mode 3 3 2 2 6
Std. Deviation .808 913 .688 1.269 1.808
Variance 652 .834 473 1.611 3.269|

: Tabled.1: Demographics Analysis

The above table is based on the demographics analysis conducted based on the response that
are gathered from each company (three telecom companies), KM Status, KM Recognition,
KM Issues and KM Meanings. However, below are the detailed descriptive statistics of each

question inquired from respondents.
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Company

Figure 5.1: Company Respondents

The above graph figure illustrates the response gathered from each company and the
contribution of employees in data collection activity. In this graph, it is clearly mention that
mostly, the responses gathered were from Zaen. The employees of Zaen highly contributed in
filling the questionnaires. At second level, the response generated from Mobaily was up to
34.6%, where the response from Zaen was 35.9%. However, the response by STC was
relatively low from Zaen and Mobaily, which was up to 29.6%.
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KMStatus

Figure 5.2: Status of KM in the Company

The above figure illustrates the KM Status in STC, Mobaily and Zaen. In this statement,
43.5% have answered that KM Status is in introduction stage. This means that the KM
activities are introducing in organisation now to gain future sustainability. The companies are
understanding importance of KM due to, which they are adopting the technology of KM in
their organisation for better performance. While, 13.2% said that it does not exist at all, this is
making the organisation less competitive than others are. In this way, the employees are also

facing problems in various organisational projects. The growth of organisation is becoming

steady because there is no knowledge sharing and employee are not up-to-dated.
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Figure 5.3 Recognition of KM in the Company

In the above figure, it is analysed that either the company is recognising the KM activities in
organisation or not. 51% of participants have answered NO because the KM activities in their
company is still on introduction stage. The companies needs more time to recognise the KM
activities. However, the 30% have answered YES because their company is correctly

recognising the KM activities, which is expanding the business operations.
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Figure 5.4 KM Issues in the Company

The above statement illustrates those problems that are relevant to KM or knowledge. In this
statement, it was analysed that 44.6% have answered that the problem in their organisation is
due to lack of KM. The lack of KM is increasing the risk factor and deteriorating their
internal system. While 16.9% have answered that there is a loss of crucial knowledge due to
key employees are leaving their organisation. Hence, the key employee’s plays important role

in knowledge sharing so due to their job switching the company may suffer from problems.
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Figure 5.5 Meanings of KM in the Company

The above figure illustrates the meaning of KM in organisations. It shows that what
organisations think about KM. In this statement, 26% have answered that it is long-term
competitive advantage to the company. In this way, it means that the companies understand
the importance of KM and they appreciate knowledge sharing among employees. Moreover,

18.7% have said that it is something, which can be beneficial for organisation. While, 15%
never heard about KM.
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Descriptive Statistics

N Minimum | Maximum | Mean Std. Deviation | Variance

Company 379 1 3 2.06 .808 652

Status 379 1 4 2.64 913 .834

Recognition 379 1 3 1.87 .688 473

Issues 379 1 5 2.77 1.269 1.611

meanings 379 1 6 3.85 1.808 3.269]

alid N (listwise) 379
Table 5.2 Summary

The above table shows the summary of KM descriptive statistics. It presents the broader view
of each statements presented above. This table contains minimum value, maximum value,
mean, standard deviation and variance based on KM Status, KM Recognition, KM Issues and
KM Meaning. '

5.2.2 Descriptive Frequencies A
The descriptive frequencies tables are related to question 5 and Part two of the questionnaire.
Question 5 is based on knowing the stored knowledge level in the company, whereas part two
is comprised of various statements on each independent variable. These statements are
evaluated based on seven point likert scale. Each statement is relevant to KM functionality
and importance within the organisation and for an individual in the organisation. However,
for each statement, certain frequencies are allotted that helps in knowing the level of response
gathered on each statement from 1-7. Following are the descriptive frequencies of each

question and statement:
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Knowledge Storage

Cumulative
Frequency Percent Valid Percent Percent
Valid  It’s quite important, relevant andj
latest 117 309 30.9 30.9§
It’s quite important, relevant but
215 56.7 56.7 87.6
not updated regularly
It’s just trivial, a part of]
47 12.4 12.4 100.0}
formalities and of no use :
Total 379 100.0 100.0

Table 5.3 Knowledge Storage

In this question, it was inquired from respondents about the stored knowledge by the

company in which 56.7% respondent’s mention that storing knowledge is important for the

company and it is relevant, as well, but companies fail to update it on regular basis. This

means that as it is identified in earlier analysis that companies are in introductory stage of

implementing or identifying the importance of KM; hence, the updating of knowledge storing

is still irregular. However, 30.9% respondents find it important, relevant and most

importantly they are occupied with latest knowledge. This shows that company knows the

worth of storing knowledge as it can be retrieved for later use or bring improvements in the

system.
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PART TWO

This part belongs to the statements relevant to each independent variable studied in this

research. Following are the tables of each statement along with its association with each

variable:

KM inthe Company: Strategy and Sources of KM

Knowledge such as problem solving methods, and technical skills or know-how are well codified in our

company
Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 89 23.5 23.5 23.5
Strongly disagree 34 9.0 9.0] 325
Somewhat disagree 39 103 103 429
neutral 32 8.4 8.5 513
Somewhat agree 58 15.3 15.3 66.7
Strongly agree 72 19.0 19.0 85.7
Mostly agree 54 14.2 143 100.0}
Total 378 99.7 100.0

[Missing  System 1 3

Total 379 100.0

Table 5.4 Codification of Knowledge in the Company

The above-mentioned table illustrates the strategies and sources relevant to- KM. This

statement represents the hypotheses of codification (Hs,), in which it focuses on transferrable

skills that an employee can learn in order to improve their KM. The response was specifically

gathered to know the codification of such knowledge within the company. Based on the

responses, it is identified that 23.5% respondents mostly disagree with this fact. Knowledge is

not codified in their company, which proves that employees find- KM as important and

relevant, but not implemented or updated.
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Knowledge is codified and is shared in form of documents and manuals in our company

Cumulative
“Frequency Percent Valid Percent Percent

Valid Mostly disagree 42 11.1 11.14. 11.1
Strongly disagree 93 24.5 24.6 35.7
Somewhat disagree 38 10.0 10.1 45.8
neutral 51 13.5 13.5 59.3
Somewhat agree 75 i 19.8 19.8 79.1
Strongly agree 51 13.5 13.5 92.6
Mostly agree 28 7.4 7.4 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.5: Codification through Documents and Manuals

This table tends to gather views of respondents based on codification of knowledge through

written methods of sharing information (that are documents and manuals). This statement

also represents the hypothesis of codification (Hsa). Ip this statement, 24.6% respondents

strongly disagree.
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Results of meetings and projects are documented in our company

Frequency Percent Valid Percent |{Cumulative Percent]
Valid Mostly disagree 28 . 74 7.4 7.4
Strongly disagree 46 12.1 12.2 19.6]
Somewhat disagree 78 20.6 20.6 40.2
Neutral 53 14.01 14.0 54.2
Somewhat agree 104 27.4 27.5 81.7
Strongly agree 40 10.6 10.6 92.3
Mostly agree 29, 7.7 ‘ 7.7 100.04
Total 378 99.7 100.0
Missing System 1 3
Total 379 100.0

Table 5.6: Documentation in the Company

This statement is linked to the hypothesis of explicit knowledge (H3c). This statement is
linked to the explicit tools and knowledge that helps an employee to learn skills and to gain
information though verbal and written means. In this statement, 27.5% respondents showed

somewhat agreement. However, 7.4% respondents mostly disagreed and 7.7% mostly agreed.

b
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Knowledge can be easily accessed from proper manuals, and documents in our company

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 59 15.6 15.6 15.6
Strongly disagree 58 15.3 15.3 31.0) .
Somewhat disagree 68 17.9 18.0 48.
Neutral 87 23.0 23.0 72.0
Somewhat agree 57| 15.0 15.1 87.0
Strongly agree 26 6.9 6.9 93.
Mostly agree 23 6.1 6.1 100.
Total 378 99.7 100.0

Wissmg System 1 3

Total 379 100.0

Tabie 5.7: Knowledge Accessibility

This statement is linked to the hypothesis of explicit knowledge (Hs,). In this statement, the

highest respond was recorded at neutral point where 23% respondents neither agreed nor

disagreed. However, the second high response was 18% that was somewhat disagree.
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Information technology such as internet and intranet are the source of knowledge sharing in our

company
Cumulative
Frequency Percent Valid Percent Percent

Valid Mostly disagree 36 9.5 9.5 9.5
Strongly disagree 50 13.2 13.2 22.8
Somewhat disagree 63 16.6 16.7 39.4
neutral 63 16.6 16.7 56.1
Somewhat agree 92 24.3 24.3 80.4
Strongly agree 38 ~ 10.0 10.1 90.5
Mostly agree 36 9.5 9.5 100.0,
Total 378 99.7 100.0

Missing  System 1 3

Total 379 100.0

Table5.8: IT as the Source of Knowledge Sharing

This statement is linked to the hypothesis of knowledge sharing (Hag). In this statement, it

was inquired that whether the internet or intranet are the source of knowledge for the

company or not. Based on the results generated, it was identified that the majority of the

respondents showed somewhat agreement on the statement that internet and intranet are the

source of knowledge sharing within the organisation. 24.3% respondents mentioned that they

are somewhat agree about the face that in the company, internet and intranet system helps in

sharing information and knowledge. Moreover, it also helps in gaining new information in

order to deal with issues. However, 16.7% respondents showed neutral response over this

Statement.
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Our company offers support through information technology support to facilitate collaborative work
opportunities across time and space

Cumulative
Frequency Percent Valid Percent Percent

'Valid Mostly disagree 86 22.7 22.8 22.8
Strongly disagree 57 15.0 15.1 37.8
Somewhat disagree 54 | 14.2 14.3 52.1
Neutral 52 13.7 . 13.8 65.91
Somewhat agree 48 12.7 12.7 78.6
Strongly agree 48 12.7 12.7 91.3
Mostly agree 33 8.7 8.7 100.0]
Total 378 99.7 100.0

ﬂMissing System 1 ...‘3

Total 379 100.0

Table5.9: IT Support to Facilitate Collaborative Work

This statement belongs to the hypothesis of information technology (H3e). This sub-
hypothesis is linked to the hypothesis of KM strategies required in order to manage KM of
the organisation. In this statement, it was iﬁquired from respondents that whether their
company supports IT systém in order to facilitate collaborative working opportunities across
time and space. In this statement, 22.8% of the respondent’s mention that they mostly
disagree with this because their organisation does not facilitate collaborates working
opportunities based on the information technology system. This disagreement is due to the
lack of KM support in the organisation, which reduces the implementation of effective IT

system.
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Our company facilitates communication amongst employees through information technology

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 79 20.8 20.9 20.9)
Strongly disagree 53 14.0 14.0 34.9
Somewhat disagree 53 14.0 14.0 48.9
neutral 53 14.0 14.0 63.0
Somewhat agree 38 10.0 10.1 73.0
Strongly agree 44 11.6 11.6 84.7
Mostly agree 58 153 15.3 100.0
Total 378 99.7 100.0

Missing System 1 3 )

Total 379 100.0

Table5.10: Communication through IT System

This statement is about the important of IT system within the organisation in order to

facilitate employees with two-way communication. It helps in identifying the level at which

the organisation manages the communication between employees by’ effective IT. 20.9%

respondents mostly disagreed with this statement. They disagreed becatise organisation does

not facilitate them with effective KM and that is why they are unable to conduct two-way

communication. This also increases the complexity within the organisational communication

structure. This statement represents the link with the hypothesis of KM strategif;s and the sub-

hypothesis is Hs. that is based on exploring the link between IT and KM strategies necessary

for the organisation.
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Search for and gaining access of necessary information and knowledge are facilitated through
information technology

Cumulative
Frequency Percent Valid Percent Percent

Valid Mostly disagree 91 24.0 24.1 24.1
Strongly disagree 52|, 13.7 13.8 37.8
Somewhat disagree 46 12.1 12.2 50.0
neutral 64 16.9 16.9 66.9
Somewhat agree 51 13.5 13.5 80.4
Strongly agree 39 10.3 10.3 90.7
Mostly agree 35 9.2 9.3 100.0}
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table5.11: Search for Information through IT

In this statement, it was asked from the respondents that IT system of the company help

organisations to search for new information and knowledge that can help employees to

improve their organisational capabilities. In this statement, 24.1% respond{ants mostly

disagree because their organisation is not supporting effective IT system, which can help

them to gain new information and knowledge. The majority response gathered was towards

the disagreement. Even, the necessary information is not provided with the support of IT

system. This can be one of the barriers in the growth of organisation based on its

competencies. However, 13.5% respondents mention that their organisation helps them to

access the information through IT system.
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Knowledge is systematically stored through information technology

Frequency Percent Valid Percent [Cumulative Percent

Valid Mostly disagree 92 243 243 24.3
Strongly disagree 55 14.5 14.6 38.9
Somewhat disagree 61 16.1 16.1 55.0
Neutral 52 13.7 13.8 68.8
Somewhat agree 54 14.2 14.3 83.1
Strongly agree 39 10.3 10.3 934
Mostly agree 25 6.6 ' 6.6 100.00
Total 378 99.7 100.0

Missing  System 1 3

Total 379 100.0

Table5.12: Storing of Information

This statement is related to the concept of information storing as-well as information
technology. In this statement, the views of respondents are gathered to know the level of
storing the knowledge through effective IT system by the organisation so that the knowledge
can be retrieved for later use if required. 24.3% respondents mostly disagree upon this
statement because their company do not store the knowledge through IT system. However,
14.3% respondents showed somewhat agreement because their organisation knows the worth
of storing the information, which can help employees for later use. This statement is linked to

the sub-hypothesis Hje.
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Simulations and predictions are performed through the use of information technology in our company

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 94 24.8 24.9 24.9
Strongly disagree 52 13.7 13.8 . 38.6
Somewhat disagree 52 13.7 13.8 52.4]
neutral 62 16.4 16.4 68.8
Somewhat agree 65 17.2 17.2 86.0
Strongly agree 31 8.2 8.2 94.2
Mostly agree 22 5.8 5.8 100.0}
Total 378 99.7 100.0

Missing Syétem 1 3

Total 379 100.0

Table 5.13: Use of IT for Si}nulations

This statement is link to the use of predictions and simulations in order to manage the

knowledge of the company through IT system. In this statement, 24.9% of the respondents

mentioned that their organisation do not use IT in order to perform simulations and

predictions. That is why these employees are unable to use the latest technology. However,

on the other hand, 17.2% respondents showed somewhat agreement over the statement that

their organisation uses IT to manage the simulation and predictions. This helps them' to

enhance their working capabilities and such organisations are able to manage successfully

their knowledge. This statement represents the Hse.

154



Face to face meetings and discussion are amongst the key sources of knowledge acquiring and sharing

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 31 8.2 8.2 8.2
Strongly disagree 51 13.5 13.5 21.7
Somewhat disagree 56 14.8 14.8 36.5
neutral 59 15.6 15.6 52.1
Somewhat agree 111 29.3 29.4 81.5
Strongly agree 46 12.1 12.2 93.7]
Mostly agree 24 6.3 6.3 100.0}
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.14: Face-to-face Meetings for KM

In this statement, it was asked from respondents that are face-to-face meeting and discussions

are the most important sources of knowledge sharing, acquiring and effective KM. based on

the response, it is identified that approximately 29.4% respondents showed somewhat

agreement to it. According to them, face-to-face meetings and discussions are the most

important ways through which employees can share their views. This helps them to do

effective brainstorming. However, 14.8% respondents showed somewhat disagreement. This

statement represents the hypothesis of knowledge sharing, which is Hsg.
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Informal discussions and meetings also serve as the source of knowledge acquiring and sharing

Cumulative
Frequency Percent Valid Percent |- Percent

Valid Mostly disagree 22 5.8 5.8 .58
Strongly disagree 54 14.2 14.3 20.1
Somewhat disagree 58] 15.3 15.3 | 35.4
Neutral 55 14.5 14.6 50.01
Somewhat agree 110 29.0 ©29.1 79.1
Strongly agree 54 14.2 14.3 93.4
Mostly agree 25 6.6 6.6 100.00
Total 378 99.7 100.0

IMissing System 1 .3
Total 379 100.0

Table 5.15: Informal Discussion in Knowledge Sharing

In this statement, it was asked from the employees that whether informal discussion and
general meetings serve as the source of knowledge sharing and acquisition. The answers
gathered represents that approximately 29.1% respondents showed somewhat agreement to
this statement. Moreover, the inclination of respondents in this statement was more towards
the agreement rather than disagreement. This is because that employees view informal
meetings and discussion as the source of sharing ideas and these ideas can be translated in
formal structure in order to gain sustainability within the organisation. This statement

represents the hypothesis Hzq.
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Mentoring is also a source of knowledge acquisition

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 20 5.3 53 5.3
Strongly disagree 40 10.6 10.6 15.9
Somewhat disagree 53 14.0 14.0 29.9
neutral 61 16.1 16.1 46.0
Somewhat agree 110 29.0 29.1 75.1
Strongly agree 62 16.4 16.4 91.5
Mostly agree 32 8.4 85 100.0}
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.16: Mentoringin KM

This statement represents the hypothesis of mentoring i.e. Has This statement helps in

identifying the role that KM plays to guide and train employees for effective performances. It

helps in identifying that how mentoring helps employees to acquire effective knowledge.

29.1% respondents mention that they are somewhat agreed to this statement.
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Company has practices, processes, and mechanisms for creating new knowledge from existing knowledge

Frequency Percent Valid Percent {Cumulative Percent
Valid Mostly disagree 94 24.8 249 249
Strongly disagree 61 16.1 16.1 41.0
Somewhat disagree 50 13.2 13.2 \ 54.2
Neutral 58 15.3 15.3 69.6
Somewhat agree 60 15.8 15.9 85.4
Strongly agree 39 10.3 10.3 95.8
Mostly agree 16 4.2 4.2 100.0T
Total 378 99.7 100.0
JMissing System 1 3
Total 379 100.0

Table 5.17: Creating New Knowledge from Existing Knowledge

This statement means to inquire from employees about the company’s policies and practices

related to the KM creation. According to 24.9% respondents (mostly disagree), their

company do not follow practices, processes and mechanisms for creating new knowledge

from existing knowledge. This means that in such companies, the usage of KM strategies is

relatively low or absent, whereas 15.9% respondents mention that their company follow

practices for creating new knowledge from existing one.
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Company has practices, processes, and mechanisms for knowledge acquisition and sharing

Cumulative
Frequency Percent Valid Percent Pefcent

Valid Mostly disagree 88 - 23.2 233 23.3
Strongly disagree 71 18.7 18.8 42.1
Somewhat disagree 54 14.2 14.3 56.3
Neutral 57 15.0 15.1 71.4
Somewhat agree 54 14.2 14.3 85.7
Strongly agree 36 9.5 9.5 95.2
Mostly agree 18 4.7 438 100.0
Total 378 99.7 100.0

Missing  System 1 3

Total 379 100.0

Table 5.18: Knowledge Acquisition and Sharing

This statement is linked to the previous statement where it is inquired from respondents about

the policies, processes, practices and mechanisms that their company follows to share and

acquire knowledge. In this statement, 23.3% respondents (mostly disagree) mention that their

company do not follow knowledge acquisition and sharing tools within their mechanisms.

Moreover, this statement is linked to Hjp,.
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Company has practices, processes, and mechanisms for knowledge acquisition from competitors

Frequency Percent Valid Percent |Cumulative Percent
Valid Mostly disagree 90 23.7 23.8 23.8
Strongly disagree 59 15.6 15.6 39.
Somewhat disagree 56 14.8 14.8 | 54.2
Neutral 68 17.9 18.0 72.2
Somewhat agree 53] 14.0 14.0 86.2
Strongly agree 32 8.4 85 94.7
Mostly agree 20 53 53 100.0
Total 378 99.7 100.0
Missing System 1 3
Total 379 100.0

Table 5.19: Knowledge Acquisition from Competitors

This statement meant to identify the importance of processes for knowledge acquisitions from

competitors in order to know their core competencies and to follow it by adding some value

in it. This can help organisation to enhance its existing knowledge level. In this statement,

23.8% respondents mostly disagreed because their organisation does not follow practices for

knowledge acquisitions from competitors.

¢
'
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Company has practices, processes, and mechanisms to identify and upgrade best practices

Frequency Percent Valid Percent |Cumulative Percent

Valid Mostly disagree 100 264 26.5 26.5
Strongly disagree 57 15.0 15.1 41.5
Somewhat disagree 50 13.2 13.2 54.8
Neutral 62 16.4 16.4 71.2
Somewhat agree 51 13.5 13.5 84.7
Strongly agree 37 9.8 9.8 94.4
Mostly agree 21 5.5 5.6 100.0}
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table5.20: Practices to Upgrade Best Practices

In this statement, it is asked from the respondents to share that whether their company adopt

practices, processes and mechanisms specifically to identify and upgrade best practices.

26.5% respondents (mostly disagree) mention that their company do not follow practices and

‘mechanisms to identify and upgrade best practices, whereas 13.5% respondents (somewhat

agree) mention that their organisation follow practices to identify and upgrade their KM

practices.
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Company has practices, processes, and mechanisms to value and protect tacit knowledge of the

individuals.
Cumulative
Frequency Percent Valid Percent v Percent

Valid Mostly disagree 102 26.9 27.0{ 27.04
Strongly disagree 60 15.8 159 429
Somewhat disagree 51 13.5 13.5 56.3
Neutral 62 16.4 16.4 72.8
Somewhat agree 49 12.9 ' 13.0 85.7
Strongly agree 36 9.5 9.5 95.2
Mostly agree 18 4.7 4.8 100.04
Total 378 99.7 100.0

Wissing System 1 "3

Total 379 100.0

Table5.21: Mechanisms to Value Tacit Knowledge

In this statement, approximately 27.0% respondents (mostly disagree) mention that their
company do not follow practices, processes and fnechanisms to value and protect the tacit
knowledge of individuals. On the other hand, 13% respondents (somewhat agree) mention
that their company value tacit knowledge of individuals.
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Company make deliberate endeavours to communicates the importance of knowledge on all levels of the
_ organization

Frequency Percent Valid Percent |Cumulative Percent
Valid Mostly disagree 87 23.0 23.0 23.0
Strongly disagree 58 15.3 15.3 38.4
Somewhat disagree 59 15.6 15.6 54.0
Neutral 64 16.9 16.9 70.9
Somewhat agree 56 14.8 14.8 85.7
Strongly agree 35 9.2 9.3 95.0
Mostly agree 19 5.0 5.0 100.0
Total 378 99.7 100.0|
Missing System 1 3
Total 379 100.0

Table 5.22: Deliberate Endeavors to Communicate KnoWIedge

In this statement, it was asked from respondents to share their views about their company’s

use of deliberate endeavours to communicate the knowledge at all levels of the organisation

in order to generate better results and to enhance the growth of the company. 23%

respondents in this case (mostly disagree) mention that their company do not make deliberate

endeavours. On the other hand, 14.8% respondent’s (somewhat agreed) mention that their

company make deliberate endeavours, which helps them to communicate at all levels of the

organisation.
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Company has practices, processes, and mechanisms to integrate different types and sources of knowledge

Frequency Percent Valid Percent [Cumulative Percent
Valid Mostly disagree 96 25.3 25.4 25.4
Strongly disagree 60 15.8 15.9 41.3
Somewhat disagree ‘45 11.9 11.9 53.2
Neutral 61 16.1 16.1 69.3
Somewhat agree 46 12.1 12.2 81.5
Strongly agree 47 12.4 12.4 93.9
Mostly agree 23 6.1 6.1 100.0
Total 378 99.7 100.0
Missing System 1 3
Total 379 100.0

Table 5.23: Integrating Different Sources of Knowledge

In this statement, it was asked from respondents to share their views regarding the integration

of other types of KM sources. 25.4% (mostly disagree) respondents mention that their

company do not use any process and mechanism to integrate different sources and types of

knowledge. On the other hand, 12.2% respondents somewhat agreed.
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KM in the Organisation: KM and Organisational Culture

Employees has a purpose to, and value knowledge management and sharing of best practices and

knowledge
IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 35 9.2 9.3 9.3
Strongly disagree 40 10.6 10.6 19.8
Somewhat disagree 50 13.2 13.2 33.1
Neutral Jo3 16.6 16.7 49.7
Somewhat agree 106 28.0 28.0 77.8
Strongly agree 51 13.5 13.5 91.3
Mostly agree 33 8.7 8.7 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.24: Sharing of Best Practices and Knowledgé

The statement in this table illustrate that knowledge management sharing is the best practices

done by employee. In this statement 28 % were strongly agree that employee has a purpose to

values knowledge because it increase their intellectual skills. While, 9.2 % were mostly

disagree from this statement.
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Our company offers a supportive, encouraging, supportive, and open culture that facilitates knowledge

management
Frequency Percent Valid Percent |Cumulative Percent

'Valid Mostly disagree 55 14.5 14.6 : |14.6
Strongly disagree 77 20.3 204 34.9
Somewhat disagree 84 22.2 22.2 57.1
Neutral 57 15.0 15.1 72.2
Somewhat agree 45 11.9 11.9 84.1
Strongly agree 44 11.6 11.6 95.8
Mostly agree 16 4.2 4.2 100.0
Total 378 99.7 100.0

IMissing System 1 3

Total 379 100.0

Table 5.25: Open Culture to Facilitate Knowledge Management

This statement refers to the support and practices of company, which facilitates knowledge

management activities in organisation. In this statement 20 % of participants were disagree

because their company do not focus on KM activities and the internal culture of their

organisation is not encouraging and supportive.
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Employees believe that knowledge management and sharing of best practices is the job of each and every

individual
Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 58 153 . 15.3 15.3
Strongly disagree 59 15.6 15.6 31.0
Somewhat disagree 81 21.4 214 524
Neutral 67 17.7 17.7 70.1
Somewhat agree 66 174 17.5 87.6
Strongly agree 31 8.2 8.2 95.8
Mostly agree 16 4.2 4.2 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.26: Sharing of KM is the Job of Every Individual

This statement is about employee who believes that sharing best practices and knowledge in

organisation is the responsibility of each employee. In this statement, 17 % of participants

were agree because they believe that in today’s competitive world new ideas and knowledge

plays important role to innovate the business further.
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The prevailing belief is that knowledge management is the task that cannot be designated to particular
employees and experts

Frequency Percent Valid Percent Cumulative Percent
Valid Mostly disagree 61 16.1 16.1 <. he.1

Strongly disagree 71 18.7 18.8 349
Somewhat disagree leo ? 15.8 15.9 50.8
Neutral 86 22.7 22.8 73.5
Somewhat agree 56 14.8 14.8 88.4
Strongly agree 26 6.9 6.9 . 95.2
Mostly agree 18 4.7 4.8 100.0
Total 378 99.7 100.0

Missing System 1 ' 3

Total 379 100.0

Table 5.27: Prevailing Belief about KM

This statement illustrate that the Knowledge management is not for any specific person or
employee. In this, 22 % of participants were neutral because they believe that KM is that task
which is performed by the entire individual because knowledge sharing enhances the

knowledge of other employees.
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Individuals employees are encouraged to give their opinions on different matters and make autonomous

decisions -
Frequency Percent Valid Percent Cumulative Percent|

Valid Mostly disagree 97 25.6 25.7 25.7
Strongly disagree 57 15.0 15.1 40.7
Somewhat disagree 162 16.4 16.4 57.1
Neutral 53 14.0 14.0 71.2
Somewhat agree 70 18.5 18.5 89.7
Strongly agree 26 6.9 6.9 96.6
Mostly agree 13 34 3.4 ' 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.28: Encouragement of Employees in giving opinions

In this statement, it is explained that employees are encouraged when they share their
opinions with others. 18% of participants were agree with this statement because they believe

that when they give opinion to other they feel encouraged and they like to guide others.
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Employees are not forced to refer others for the purpose of reaching a decision

Frequency Percent 'Valid Percent Cumulative Percent

Valid Mostly disagree 105 27.7 27.8 27.8
Strongly disagree j65 17.2 17.2 45.0
Somewhat disagree 50 13.2 13.2 58.2
Neutral |62 16.4 16.4 74.6
Somewhat agree 56 14.8 14.8 89.4
Strongly agree 28 7.4 7.4 96.8
Mostly agree 12 3.2 3.2 100.0
Total 378 99.7 100.0

Missing System 1 3
Total 379 100.0

Table 5.29: Employees are not Force to Refer Others

This statement illustrate that employee are not force to refer others for reaching to a particular

decision. In this statement, 27% of participants mostly disagree because they think that

employees are forced to refer others for making a decision.

170




Employees are not forced to consult their seniors to make decisions

lFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 116 30.6 30.7 30.7
Strongly disagree le4 16.9 ° 16.9 47.6
Somewhat disagree 49 12.9 13.0 60.6
Neutral 59 15.6 15.6 76.2
Somewhat agree 52 13.7 13.8 89.9
Strongly agree 21 5.5 5.6 95.5
Mostly agree 17 4.5 4.5 100.0
Total 378 99.7 100.0 .

Missing System 1 3

Total 379 100.0

Table 5.30: Consulting Seniors to Make Decision

This statement illustrate that employees are not forces in consulting their seniors to make any

decision. This statement means that employees can ask the help of others while making any

decision. In the statement, 30% of participants mostly disagree because in their organisation

employees are forced to consult the senior members before making any decision.
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Employees are free to make decisions without approval from their supervisors

Ir requency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 120 31.7 31.7 31.7
Strongly disagree l61 16.1 16.1 - 47.9
Somewhat disagree 56 , 14.8 14.8 62.7
Neutral 59 15.6 15.6 78.3
Somewhat agree 34 9.0 9.0 87.3
Strongly agree 29 7.7 7.7 95.0
Mostly agree 19 5.0 5.0 100.0
Total 378 99.7 100.0

JMissing System 1 3

Total 379 100.0

Table 5.31: Free to Make Decision without Approval

This statement is about those employees who make decisions. In the statement, it is illustrated

that employees in organisation are free to make decision without the approval of supervisor.

In this statement, 31% of participants were mostly disagree because in their organisation they

are asked to get approval from supervisor before taking any decision. While, 7% of

participants were strongly agree because their organisation have given authority to employee

to make decision.
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Employees can contact with one another in both formal and informal ways

IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 52 13.7 13.8 13.8
Strongly disagree 51 135 13.5 27.2
Somewhat disagree 48 12.7 12.7 39.9
Neutral 56 14.8 14.8 54.8
Somewhat agree 87 23.0 23.0 77.8
Strongly agree 50 13.2 13.2 91.0
Mostly agree 34 9.0 9.0 100.0
Total 378 99.7 | 100.0

Missing System 1 3

Total 379 100.0

Table 5.32; Contact between employees

This statement illustrates the employee relationship. It is based on formal and informal

contact between employees. In this statement 23% of participants were somewhat agree

because they believe that their organisation allow employees to contact each other in formal

or informal way. While, 13% were mostly disagree due to the rigid organisational culture.
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Our company encourage collaboration and cooperation amongst employees both through formal and
‘ informal ways

lFrequency Percent Valid Percent Cumulative Percent!

Valid Mostly disagree 59 15.6 15.6 15.6
Strongly disagree 59 ; 15.6 15.6 31.2
Somewhat disagree 54 14.2 14.3 45.5
Neutral 70 18.5 18.5 64.0
Somewhat agree 80 21.1 21.2 ' 85.2
Strongly agree 37 9.8 9.8 - 95.0
Mostly agree 19 5.0 5.0 100.0
Total 378 99.7 100.0

JMissing System 1 3

Total 379 100.0

Table 5.33: Collaboration and Cooperation among Employees

In this table, it is illustrated that the company encourages the cooperation and collaboration
among each employees in formal or informal ways. In this statement, 21% of participants
were somewhat agree because their organisation allow them to cooperate with other

employees and help them whenever needed.
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Employees including top management are helpful and supportive

WFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 72 19.0 19.0 19.0
Strongly disagree 72 19.0 19.0 38.1
Somewhat disagree 53 14.0 14.0 52.1
Neutral 73 19.3 19.3 71.4
Somewhat agree 63 16.6 16.7 88.1
Strongly agree 27 7.1 7.1 95.2
Mostly agree 18 4.7 4.8 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.34: Top Management is Helpful

In this statement, it is illustrated that employees expect that top management will be

supportive and helpful. In this statement, 19% of participants were mostly disagree because

fhey their top management is not much helpful and supportive. In their organisation, top

management only gives orders to employees. In this way, employee does not feel motivated

in their job, which also decreases their performance.

R
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Employees including top management can be easily access

Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 68 17.9 . 18.0 ‘ 18.0
Strongly disagree 81 21.4 214 " 139.4
Somewhat disagree 55 14.5 14.6 54.0
Neutral 52 13.7 13.8 67.7
Somewhat agree 53 14.0 14.0 81.7
Strongly agree 44 11.6 11.6 93.4
Mostly agree 25 6.6 6.6 100.0
Total 378 99.7 100.0

Wissing System 1 3
Total ‘ 379 100.0

Table 5.35: Employee with Top Managers can easily Access

In the above table it is illustrated that employee with top managers can easily be accessed

because they can easily communicate about any problem with top managers and solve it. In

this statement, 21% participants were strongly disagreeing because in their organisation the
p p gly g g

employees are access properly through top managers. Top managers usually think that at top

level they do not understand the problems of employees. However, in this statement only

6.6% of participants were mostly agreeing because in their organisation employees are access
p p y ag g P :

throﬁgh top managers, which are very helpful and encouraging.
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Employees are willing to collaborate within and across teams and within and across departments

[Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 57 15.0 15.1 15.1
Strongly disagree 3 14.0 14.0 29.1
Somewhat disagree 50 13.2 13.2 42.3
Neutral 163 16.6 16.7 59.0
Somewhat agree 87 23.0 23.0 82.0
Strongly agree 42 11.1 11.1 93.1
Mostly agree 26 6.9 6.9 100.0
Total 378 99.7 100.0.

Missing System 1 3

Total 379 100.0

Table 5.36: Collaboration with team and departments

This table illustrates the collaboration of employee with their teams and with teams as well.

This table shows the willingness of employee regarding association with their department and

other department. In this statement, 23% of participants were somewhat agree because they

believe that employees want to expand their circle and they want to build good relationship

with their teams and with other departments team inside the organisation.
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Employees seem satisfied with the ways and leve! of cooperation and collaboration

Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 77 20.3 |04 T204
Strongly disagree 69 18.2 18.3 " 138.6
Somewhat disagree 55 14.5 14.6 53.2
Neutral 55 14.5 14.6 67.7
Somewhat agree 67 17.7 17.7 85.4
Strongly agree 31 8.2 82 93.7
Mostly agree 24 6.3 6.3 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.37: Employee Satisfaction through Cooperation and Collaboration

In this table, it is illustrate that employees are satisfied when they cooperate with other

employees at every level. They feel motivated and encouraged when they are building

relationship with other colleagues. In this statement, 20 % of participants were mostly

disagreeing because they think that this can results in to de-motivation as well.
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Employees trust each other and are trustworthy.

|Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 36 9.5 9.5 9.5
Strongly disagree 41 108 10.8 20.4
Somewhat disagree 53 14.0 14.0 344
Neutral 90 23.7 23.8 582
Somewhat agree 83 21.9 22.0 80.2
Strongly agree 45 119 11.9 92.1
Mostly agree 30 7.9 7.9 100.0
Total 378 99.7 100.0 -

Missing System 1 3

Total 379 100.0

Table 5.38: Trust of Employees on Each Other

The above table shows that employees trust each other and maintain trustworthy relationship

within the organisation. In this statement, 23.7 % of participants were neutral because they

believe that the trust and loyalty is depending on the nature of employees. Some employees

cannot trust on other employee because they might be introvert or more concern towards their

work only. While, 21% of employees were somewhat agree because they know that building

trust is the essential part in working effectively.
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Employees show reciprocal faith in each other’s ability

IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 29 7.7 7.7 7.7
Strongly disagree 42 11.1 11.1 “|18.8
Somewhat disagree 49 12.9 13.0 31.7
Neutral 88 232 23.3 55.0
Somewhat agree 91 24.0 24.1 79.1
Strongly agree 42 11.1 11.1 90.2
Mostly agree 37 9.8 9.8 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.39: Faith of Employee in Each Other

In the above statement it is illustrated that employee build mutual faithful relationship with

other employee. In this statement, 24% of employees are neutral because they believe that it

is not necessary that if one employee is faithful then other will also be faithful.
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The company has explicit work rules and policies with a good degree of autonomy

Cumulative
Frequency Percent Valid Percent Percent

Valid Mostly disagree 46 12.1 12.2 12.2
Strongly disagree 67 17.7 17.7 29.9
Somewhat disagree 71 18.7 18.8 48.7
Neutral 54 14.2 14.3 63.0
Somewhat agree 66 17.4 17.5 80.4
Strongly agree 32 8.4 8.5 88.9
Mostly agree 42 11.1 11.1 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

In the above statement it is illustrated that company has adopted polices and rules in order to
ensure the freedom of employee towards any work or decision. In this statement, 18.7% of

Participants were somewhat disagree because in their organisation employees are not given

Table 5.40: Explicit work Rules

autonomy and they can communicate with top managers interactively.

hil
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Employees are not supposed to follow the defined task procedures rather the focus on getting the work
done instead of following rules

IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree le2 16.4 16.4 16.4
Strongly disagree 85 22.4 22.5 38.9
Somewhat disagree 164 16.9 16.9 55.8
Neutral 54 14.2 14.3 70.1
Somewhat agree 49 12.9 13.0 83.1
Strongly agree 36 9.5 9.5 92.6
Mostly agree 28 7.4 7.4 100.0
Total 378 99.7 100.0

WMissing System 1 3 )

Total 379 1000

Table 5.41: Getting Work Done Rather than Following Rules

The above table illustrates the working procedure of employee. In this statement, it is

explained that employees are not forced to follow the procedure to accomplish any task all

they have to do is getting the task done. In this statement, 22.4% of employees are strongly

disagreeing because they are supposed to follow all the rules and procedure in accomplishing

any task. They are asked to complete their task through following all the rules.
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The company does not rely on strict control and supervision of day-to-day activities

IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 89 23.5 23.5 23.5
Strongly disagree 66 17.4 17.5 41.0
Somewhat disagree 68 17.9 18.0 59.0
iNeutral 54 14.2 14.3 73.3
Somewhat agree 56 14.8 14.8 88.1
Strongly agree 25 6.6 6.6 94,7
Mostly agree 20 5.3 53 100.0
Total 378 99.7 100.0

[Missing System 1 3

Total 379 100.0

Table 5.42: Strict Control and Supervision

The above statement is about the control and supervision on day-to-day activities. In this

Statement, 23.5% of participants mostly disagree because in their organisation the companies

rely on strict control and supervision on employees. In this way, employees are not allowed

to move freely in organisation. They can communicate or take any decision by themselves.
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The employees are not forced to strictly follow the organisational hierarchies rather they are free to
make their own decisions

Cumulative
Frequency Percent Valid Pércent Percent
Valid Mostly disagree 97 25.6 25.7 25.7

Strongly disagree 75 19.8 19.8 45.5
Somewhat disagree 54 14.2 14.3 59.8
Neutral 72 19.0 19.0 78.8
Somewhat agree 38 10.0 10.1 , 88.9
Strongly agree 26 6.9 6.9 95.8
Mostly agree 16 4.2 4.2 100.0
Total 378 99.7 100.0

Missing  System 1 3

Total 379 100.0

Table 5.43: Employees are Free to Make own Decision

The above table illustrates the organisation hierarchy of company. This statement refers to the
employee authority and decision-making. In this statement, 25% of participants mostly
disagree because in their organisation employee are strict to follow organisational hierarchy

and they cannot make decision without the approval of supervisor.
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The company do not focus on vertical integration and hierarchies

Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree [99 26.1 26.2 26.2
Strongly disagree 58 15.3° 153 41.5
Somewhat disagree 166 17.4 17.5 59.0
Neutral 56 14.8 14.8 73.8
Somewhat agree 52 13.7 13.8 87.6
Strongly agree 26 6.9 6.9 94.4
Mostly agree 21 55 5.6 100.0
Total 378 99.7 100.0.

issing System 1 3
mtal 379 100.0

Table 5.44: Vertical Integration and Hierarchies

In the above table, it is illustrated that company do not focus on vertical integration. In this

statement, 26.1% of participants are mostly disagreeing because their organisation focuses

much towards vertical integration. While, 6.9% of participants were strongly agree because

their organisation do not focus on vertical integration.
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The company believes in horizontal integration and emphasize less on hierarchies

!Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 19 =~ 5.0 5.0 5.0
Strongly disagree 57 15.0 15.1 , 20.1
Somewhat disagree 55 14.5 14.6 34.7
Neutral 162 16.4 16.4 51.1
Somewhat agree 75 19.8 19.8 70.9
Strongly agree 77 20.3 20.4 ’ 91.3
Mostly agree 33 8.7 8.7 100.0
Total 378 99.7 100.0

IMissing System 1 3

Total 379 100.0

Table 5.45: Horizontal Integration

In the above statement, it is illustrate that companies believe in horizontal integration. In
horizontal integration, the companies do not focus on hierarchies. In this type of culture, the
employees can easily communicate and interact with top managers. In this statement, 20.3%
of participants were strongly agree because they understand that horizontal integration helps

in moving forwards in organisation and making a successful career.
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Employees have autonomy to do their work

Cumulative
IFrequency Percent Valid Percent Percent

Valid Mostly disagree lzl 24.0 24.1 24.1
Strongly disagree 0 15.8 15.9 39.9
Somewhat disagree 71 18.7 18.8 58.7
Neutral 57 15.0 15.1 73.8
Somewhat agree 46 12.1 12.2 86.0
Strongly agree 27 7.1 7.1 93.1
Mostly agree 26 6.9 6.9 100.0
Total 378 99.7 100.0

Wissing System i 3

Total 379 100.0

This table illustrates the ﬁ'eeddm of working inside the organisation. In this table 24% of
employee were mostly disagree because in their organisation the employee do not get
independence to perform their task. They are always ordered by top managers to perform
Fask. Moreover, the less employee autonomy may result in de-motivation of employees. The
Participants believe that when they are allowed to work according to their own style then they
are encourage and keep engage in job, whereas 6.9% mostly agree because in their

organisation, employees work according to their own way. In this way, the employees are

motivated and give their best outcome.
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Employees opinion are values and they are encouraged to participate in decision-making

|Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 87 . 23.0 23.0° 23.0
Strongly disagree 68 17.9 18.0 41.0
Somewhat disagree 60 15.8 159 56.9
Neutral 48 12.7 12.7 69.6
Somewhat agree 54 14.2 14.3 83.9
Strongly agree 31 8.2 8.2 92.1
Mostly agree 30 7.9 7.9 100.0
Total 378 99.7 100.0

Missing  System 1 3

Total 379 100.0

Table 5.47: Value and Encouragement to Employee Opinion

The above table illustrates the value of employee opinion within the organisation. In this

statement, 23% of participants mostly disagree because in their organisation employee

opinion is not encouraged. They are not allowed to give solution regarding any problem. The

top managers are not encouraging them in solving any problem. The employees are not

allowed to participate in decision-making.
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Employees have the liberty to find solutions of issues from all the available channels and sources

Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 87 23.0 23.0 23.0
Strongly disagree 68 17.9 - 18.0 41.0
Somewhat disagree 60 15.8 15.9 56.9
Neutral 49 12.9 13.0 69.8
Somewhat agree 48 12.7 12.7 825
Strongly agree 40 10.6 10.6 93.1
Mostly agree 26 6.9 6.9 100.0
Total 378 99.7 100.0

PMissing System 1 3

Total 379 100.0

Table 5.48: Liberty to employee for Finding Solution

This table illustrates the employee’s authority and liberty. In this table, it is explained that

employees have the authority to find solution for all the problems and issues arising. They are

allowed to find any channel or source from where they can find solution of related issue. In

this statement, 23% of participant’s were mostly disagreeing because their organisation has

not given them liberty to find solution of issues from available channels. While, 6.9% of

participants were mostly agree from this statement because their organisation has given them

liberty to choose any available channel for solution.
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Knowledge Management and Organisational Performance

Improving competitive advantage ¢

. Cumulative
fFrequency Percent Valid Percent Percent

Valid Mostly disagree 20 5.3 53 53
Strongly disagree 13 3.4 34 8.7
Somewhat disagree 36 9.5 9.5 18.3
neutral 33 8.7 8.7 27.0
Somewhat agree 47 12.4 12.4 394
Strongly agree 53 14.0 14.0 534
Mostly agree 176 46.4 46.6 100.0
Total 378 99.7 100.0

Missing System 1 3
Total 379 100.0

Table 5.49: Improving Competitive Advantage

In the above table, it is illustrated that companies are adopting knowledge management
activities in order to improve the competitive advantage. In this statement, 46.4% of
participants niostly agree because their organisation was improving the competitive
advantage thrdugh adopting all the practices and tool of knowledge management. This was
making them different from other organisation and they were giving completion to other

companies.
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Improving customer focus

lFrequency Percent Valid Percent Cumulative Percent

[Valid Mostly disagree 11 2.9 2.9 2.9
Strongly disagree 24 6.3 6.3 9.3
Somewhat disagree 31 8.2 8.2 17.5 »
Neutral 36 9.5 9.5 27.0
Somewhat agree 51 13.5 13.5 40.5
Strongly agree 87 23.0 23.0 63.5
Mostly agree 138 36.4 36.5 100.0
Total 378 99.7 100.0

Missing  System 1 3 |

Total 379 100.0

Table 5.50 Improving Customer Focus

The above table illustrates the improvement in customer focus after enhancing knowledge

Management activities in organisation. In this statement, 36.4% of participants were mostly

agree because there have experienced that after adopting knowledge management activities

their organisation are easily satisfying their customers, which is increasing the customer

loyalty as well.
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Innovations

|Frequency Percent Valid Percent ~ [Cumulative Percent

Valid Mostly disagree 11 ’ 2.9 29 . |29
Strongly disagree 13 34 3.4 6.3
Somewhat disagree 45 11.9 11.9 18.3
Neutral 51 13.5 13.5 317
Somewhat agree o2 16.4 16.4 48.1
Strongly agree 70 18.5 18.5 66.7
Mostly agree 126 332 333 100.0
Total 378 99.7 100.0

Missing System 1 3

Total | 379 100.0

Table 5.51: Innovation

This table illustrates the innovation process in organisation through adopting knowledge

management. In this table, 33.2% of participants were mostly agree because in their

organisation the innovation was done more rapidly after adopting knowledge management

techniques. While, 2.9% of participants were disagree because in their organisation there was

less innovation.
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Employee development

'Frequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 7 1.8 1.9 1.9
Strongly disagree 22 58 5.8 7.7
Somewhat disagree 32 8.4 8.5 16.1
Neutral 56 14.8 14.8 31.0
Somewhat agree 47 124 12.4 43.4
Strongly agree Jo1 16.1 16.1 59.5
Mostly agree 153 40.4 40.5 100.0
Total 378 99.7 100.0 ‘

Missing System 1 3

Total 379 100.0

Table 5.52: Employee Development

In this table, it is illustrated that knowledge management has made the employee working
faster. This statement explains that giving response fastef to any issue helps a lot in resolving
any problem. In this statement, 36% of participants mostly agree because in their organisation
the employees and management are solving issue through replying faster to any problem.

They are evaluating all the problems faster so, that they can take decisions quickly.
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Cost reduction

Cumulative
Frequ;ﬁcy Percent Valid Percent Percent

Valid Mostly disagree 7 1.8 1.9 1.9
Strongly disagree 18 4.7 4.8 7 6.6
Somewhat disagree 43 11.3 11.4 18.0
Neutral 49 12.9 13.0 31.0
Somewhat agree 168 17.9 18.0 48.9
Strongly agree 73 19.3 19.3 . 68.3
Mostly agree 120 31.7 31.7 100.0
Total 378 99.7 100.0

Missing System 1 3
Total 379 100.0

Table 5.53: Cost Reduction

This table illustrates the cost reduction through knowledge management activities. In this
table, 31.7% of participants mostly agree because in their organisation the knowledge
management practices are helping in reducing the production cost. In this way, they are
working efficiently. While, 1.8% of participants were mostly disagree because they believe

that knowledge management is just a practice and it do not help organisation in reducing cost.
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Revenue growth

IFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 19 5.0 5.0 5.0
Strongly disagree 25 6.6 6.6 - 11.6
Somewhat disagree 27 7.1 7.1 18.8
Neutral 33 8.7 8.7 27.5
Somewhat agree 72 19.0 19.0 46.6
Strongly agree 83 219 22.0 68.5
Mostly agree 119 31.4 31.5 100.0
Total 378 99.7 100.0

PMissing System 1 3 '

Total 379 100.0

Table 5.54: Revenue Growth

This table is related to the revenue growth regarding the participants company. In thié table it

is illustrated that through knowledge management tools and practices they organisation grow

their revenue. In this statement, 31% of participants mostly agree because in their

organisation the knowledge management practices were increasing the revenue.
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Better decision-making

Frequency Percent Valid Percent Cumulative Percent

'Valid Mostly disagree 16 4.2 4.2 4.2
Strongly disagree 29 7.7 7.7 11.9
Somewhat disagree 24 6.3 6.3 18.3
Neutral 32 8.4 8.5 26.7
Somewhat agree I61 16.1 16.1 42.9
Strongly agree 75 19.8 19.8 62.7
Mostly agree 141 37.2 37.3 100.0
Total 378 99.7 100.0

Wissing System 1 3

Total 379 100.0

Table 5.55: Decision-Making

This table illustrates the better decision-making process- of organisation. The better decision

making is possible when employees are allowed to contribute and share their ideas. In this

statement, 37.3% of participants mostly agree because they know that knowledge

management activities plays important role in enhancing the employee’s abilities. It gives a

better sense to innovate new ideas. In this way, the better decision is make when there are a

lot of ideas.
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Intellectual property rights management

Frequency Percent Valid Percent Cumulative Percent
Valid Mostly disagree 15 4.0 4.0 4.0

Strongly disagree 24 6.3 6.3 10.3
Somewhat disagree 29 7.7 7.7 18.0
Neutral 47 12.4 124 30.4
Somewhat agree jo6 17.4 17.5 47.9
Strongly agree 75 19.8 19.8 67.7
Mostly agree 122 32.2 32.3 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.56: Intellectual Property Right Management

In this table, it is illustrated that knowledge management has made the employee working

faster. This statement explains that giving response faster to any issue helps a lot in resolving

any problem. In this statement, 36% of participants mostly agree because in their organisation

the employees and management are solving issue through replying faster to any problem.

They are evaluating all the problems faster so, that they can take decisions quickly.
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Faster response to key business issue

|Frequency Percent Valid Percent Cumulative Percent

Mostly disagree 14 3.7 3.7 3.7
Strongly disagree 22 5.8 5.8 9.5
Somewhat disagree 30 7.9 7.9 17.5
Neutral 43 113 11.4 28.8
Somewhat agree 51 13.5 13.5 42.3
Strongly agree 80 21.1 21.2 63.5
Mostly agree 138 36.4 36.5 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.57: Faster Response to Business Issue

In this table, it is illustrated that knowledge management has made the employee working

faster. This statement explains that giving response faster to any issue helps a lot in resolving

any problem. In this statement, 36% of participants mostly agree because in their organisation

the employees and management are solving issue through replying faster to any problem.

They are evaluating all the problems faster so, that they can take decisions quickly.
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Improving quality

lFrequency Percent Valid Percent Cumulative Percent

Valid Mostly disagree 10 2.6 - 2.6 2.6
Strongly disagree 18 4.7 4.8 7.4
Somewhat disagree 28 7.4 7.4 14.8
Neutral 47 12.4 12.4 27.2
Somewhat agree 57 15.0 15.1 42.3
Strongly agree 82 21.6 21.7 64.0
Mostly agree 136 35.9 36.0 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.58: Improving Quality

This table illustrates the improving in quality of products and performance. In this statement,

34% of participants were mostly agree because they believe that after adopting knowledge

management practices their performance quality has improved and they are the employees are

working more efficiently.
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4 Improving delivery

Frequency Percent Valid Percent  }Cumulative Percent
Valid Mostly disagree 14 3.7 3.7 3.7

Strongly disagree 18 4.7 4.8 8.5
Somewhat disagree 26 6.9 6.9 15.3
neutral 54 14.2 14.3 29.6
Somewhat agree 165 17.2 17.2 46.8
Strongly agree 72 19.0 19.0 65.9
Mostly agree 129 34.0 34.1 100.0
Total 378 99.7 100.0

Missing System 1 3

Total 379 100.0

Table 5.59: Improving Delivery

This table illustrates improvement in delivery. In this statement, 34% of participants mostly

agree that after adopting knowledge management activities in organisation they have

improved their delivery process. They believe that their organisation has improved internally

and externally and they are giving the best outcome.
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5.2.3. Regression Analysis -
The regression analysis will help in studying the relationship of each independent variable
with the dependent variable separately. Each test that is going to be conducted within the

regression aims to deliver the understanding about the variables studied in this research.

HYPOTHESIS 1: Relationship between Organisational Culture and KM of the
‘Organisation |

The following are the analyses done to study the relationship between organisational culture
and KM of the organisation. The following analysis will help in knowing the contribution of

the independent variable in studying the dependent variable.

Variables Entered/Removed®

Variables Variables
IModel Entered Removed Method
1 KMCulture® .[Enter

a. All requested variables entered,

b. Dependent Variable: KM

The above analysis illustrates the link between the dependent variable “KM of the
organisation” is being tested with the independent variable that is “Organisational Culture”,

Model Summary

Adjusted R | Std. Error of the
odel R R Square Square Estimate

. 1 254" 065 062 134925) -

a. Predictors: (Constant), KMCulture

The above analysis result illustrates the model summary that is based on the relationship
between the culture of the organisation and KM of the organisation. The value of R is 0.254,
whereas the value of R square is 0.065, which denotes the coefficient of the determination.
Further, this value reveals that the varianceé of 6.5% is in KM of the organisation. The
Percentage of variance explains that the independent variable “Organisational Culture”
showed a connection with the independent variable that is KM of the organisation. The

-standard error that is estimated by forming this relation is 1.349. It means that the
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organisations studied in this research forms a weak or little relationship between the

(™

organisational culture and KM of the organisation.

ANOVA®
odel Sum of Squares df Mean Square F . Sig.
1 Regression 47.223 1 47.223 - 25.940 .0007
Residual 684.501 376 1.820
Total 731.724 377

a. Predictors: (Constant), KMCulture
b. Dependent Variable: KM

The above given analysis result of ANOVA illustrates the significant value of 0.000. This
significant value explains that there are little or no chances of relationship between the
independent variable organisational culture and the dependent variable KM of the
organisation as the significant value is 0.000, which is not actually zero, but holds some very

smaller decimal points.

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.396] 2211 28.994 .000
KMCulture -.302 .059 -254 -5.093 .000

a. Dependent Variable: KM

This analysis result illustrates the value of coefficient for the constant of KM Culture. In this
table, it is identified that the value of t-statistics is -5.093. The value needs to be lesser than
1.96 in order to accept the null hypothesis and to suggest that there is no relationship between
the dependent and indepqndent variable. However, in this case, the value is lesser than 1.96,
which suggests that there is no relationship between the culture and KM of the ofganisation.

Hence, it means that the null hypothesis is accepted and alternative is rejected.y
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HYPOTHESIS 2: Relationship between Organisational Structure and KM of the
Organisation o ‘ '

The relationship discussed in this hypothesis is organisational structure and KM of the
organisation. This helps in identifying that whether 6rganisational structure is able to form a

relationship with the dependent variable that is KM applied within the organisation.

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Structure® |Enter ~

a. All requested variables entered.

b. Dependent Variable: KM

The above analysis result illustrates the proposed relationship between the dependent variable
“KM of the organisation”, which is being tested with the independent variable that is

“Organisational Structure”.
Mode! Summary

Adjusted R | Std. Error of the
WModel R R Square Square Estimate
1 237% .056 054 . 1.355 17|

a. Predictors: (Constant), Structure
The above-mentioned model summary illustrates the relationship between the strﬁgture of the
organisation and KM of the organisation. The value of R is 0.237, whereas the‘ value of R
square is 0.056, which denotes the coefficient of the determination. The value mentioned in
the above table elaborates that the variance is of 5.6%. This percentage explains that the
relationship between the independent and the dependent variable is 5.6%,A which forms a
relationship. It means that within the organisations studied in this research, there is a weak or

little relationship between the organisational structure and KM of the brganisation.
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ANOVA®

i

lModel Sum of Squares df Mean Square F Sig.

1 Regression 41.208 1 41.208 22.439 .0007
Residual 690.516 376 1.836 )
Total 731.724 377

a. Predictors: (Constant), Structure
b. Dependent Variable: KM

The above given analysis result of ANOVA illustrates the significant value of 0.000. This
significant value in this hypothesis explains that there is little or somewhat no relationship
between dependent and independent variable, which is organisational structure and KM of
the organisation. If the significant value would be 0.001, then there was even clear 1% chance

of forming a relation, but as the value is 0.000, which shows somewhat little relationship.

Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 6.171 191 32.334 000
Structure -.246 052 237 4737 000

a. Dependent Variable: KM

The above analysis result based on finding the coefficients of the constant that is KM
structure. In this table, it is indicated that the value of t-statistics is -4.737. The value of t-
statistics needs to be lesser than 1.96 in order to accept the null hypothesis and greater than .
1.96 in order to accept the alternative hypothesis. However, in this case, the value is lesser
than 1.96, which suggests that there is no relationship between the structure of the company
and KM of the organisation. Hence, it means that the null hypothesis is accepted and

alternative is rejected. ‘
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HYPOTHESIS 3: Relationship between KM Strategies and KM of the Organisation

The following analysis, which includes regression, ANOVA and coefficients, and these

analyses will help in analysing the relationship between KM strategies and KM of the

organisation. Following are the results generated by formmg the relationship:

The above analysis result illustrates the link between the dependent variable “KM of the

Variables Entered/Removed®

Variables Variables
odel Entered Removed Method
1 IKMStrategy’ .|Enter

a. All requested variables entered.

b. Dependent Variable: KM

organisation” is being tested with the independent variable that is “KM Strategies”.

The above analysis result illustrates the model summary based on the relationship between
the KM strategies and KM of the organisation. The value of R is 0.232, whereas the value of
R square is 0.054, which denotes the coefficient of the determination and it reveals that the

variance 5.4% is in KM of the organisation. This explains that the independent variable that

Model Summary

Adjusted R | Std. Error of the
MModel R R Square Square Estimate
1 232° 054 051 1.3570(]

a. Predictors: (Constant), KMStrategy

is KM strategies is important in this study because the relationship holds up to 5.4%.

ANOVA?®
Model Sum of Squares | df Mean Square F Sig.
1 Regression 39.345 1 39.345] . 21.366 .0007
Residual 692.380 376 1.841
Total 731.724 377

a. Predictors: (Constant), KMStrategy

b. Dependent Variable: KM '
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This analysis result illustrates the ANOVA test. The significant value represented in this table
is again 0.000, which shows that there is somewhat relationship between dependent and
vindependent variable. In order to show the clear relationship, the value needs to be somewhat

greater than 0.000 (like 0.001) and lesser than 0.005.

Coefficients?

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 6.314 224 28.180 .000
¢
KM Strategy -272 .059 -.232 -4.622 .000

a. Dependent Variable: KM

The analysis result illustrates the coefficients of the variables based on the constant of KM
strategies. This table illustrates the value of t-statistics that is -4.622. In order to accept the
null hypothesis, the value of t-statistics needs to be lesser than 1.96. Hence, in this case, the
value is lesser than 1.96, which means that alternative hypothesis is rejected and null
hypothesis is accepted. There is no relationship between KM strategies of the company and

KM of the organisation.

206



9.2.4. Multiple Regression
The multiple regression analysis helps in studying the regression summary of the overall

regression tests applied on each hypothesis.

Variables Entered/Rc-;movedb

Variables Variables
IModel JEntered Removed Method
1 Structure,
[KMStrategy, . Enter
KMCulture?

a. All requested variables entered.
b. Dependent Variable; KM
In above analysis result illustrates the relationship of all the variables that are studied in this
research. It represents the variables entered and the dependent variable that is the KM of the
organisation.

Model Summary

Adjusted R|Std. Error of the
IModel R R Square  |Square Estimate

1 .276° .076 .069 1.34438

a. Predictors: (Constant), Structure, KM Strategy, KM Culture

The model summary suggests the R Square value based on the combination of all the
predictors that are organisational structure, KM strategy and KM culture. The R square value

is 0.76, which shows the variance of 7.6% to form a relationship.

ANOVA®
IModel Sum of Squares |df Mean Square  |F Sig.
1  Regression [|55.774 3 18.591 10.287 .000*
Residual  [675.950 374 1.807
Total 731.724 . 377

a. Predictors: (Constant), Structure, KM Strategy, KM Culture
b. Dependent Variable: KM

207



¢

The above mention analysis result represents the significant value, which was 0.000 for each

regression test conducted separately for each hypothesis. Hence, the sum based on all the
three variables is 0.000 A

Coefficients?

Standardized
lUnstandardized Coefficients  |Coefficients
Model |B Std. Error Beta t Sig.
1 (Constant)  [6.591 241 27.363 .000
KM Strategy |-.116 .080 -.099 -1.451 .148
KM Culture [-.134 097 -.113 -1.380 .168
Structure -.107 074 -.104 -1.455 146

a. Dependent Variable: KM

The coefficients shows a negative values which is lesset than 1.96. Hence, all the alternative

hypotheses are rejected and all null hypotheses are accepted.

5.2.5 Correlation

The correlations table helps in studying the variables based on forming the correlation.

Following are the details illustrated through below mention analysis result:
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Correlations

KM Strategy |KM Culture  |[Structure KM
IKM Strategy  Pearson Correlation 1 6817 .5407 ..232"
Sig. (2-tailed) .000 .000 .000
N 378 378 378 378
JKM Culture  Pearson Correlation 6817 1 Al 2547
Sig. (2-tailed) .000 .000 .000
N 378 378 378 378
Structure Pearson Correlation ,5407 Mt 1 -2377
Sig. (2-tailed) .000 .000 . .000
N 378 378 378 378
kM Pearson Correlation L2320 -254" 237" 1
Sig. (2-tailed) .000 .000 .000 |
N 378 378 378 378

**_Correlation is significant at the 0.01 level (2-tailed).

The test of correlations is used in order to interpret statistically the results to know the
relationship between each dependent and independent variable. This test reveals that, as the
value of the variables is 0.000, which shows vague relationship. Hence, the entire hypotheses

are rejected based on it.

9.2.6. Conclusion of Quantitative Analysis

From the overall quantitative analysis, it is identified that the relationship that the researcher
tried to explain proves to be rejected. The facts generated from the research suggest that the
relationship between the dependent variable and independent variables were all rejected
because the organisations that are studied in this research does not apply KM strategies and
practices within their organisation. The tables also illustrates that the significant value is
0.000. The significant value is accepted when the value is <0.05. The value >0.05 is rejected,
and the value that goesv negatively rejects. In this case, the significant value is 0.000, which
shows no relationéhip, but it might be possible that if the value after three decimal points

-increases, then there can be diminutive chances to form a relation. However, currently, it
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shows vague or no relationship. Moreover, the t-statistics value should be lesser than 1.96.

However, in each table, the values are negative, which suggests that there is null relationship.

5.3. Qualitative Analysis

The qualitative analysis is analysed with the help of themes. From the int;erview, the themes
are generated, which will help in analysing the interview questions. These themes support’
interview and will help in sharing views of respondents. The respondents chosen for the
interview are five managers and supervisors of these three companies. The interview was
done with them based on their availability and convenience. These managers helped the
researcher in knowing the level of KM tools and techniques applied within the organisation.
They also helped in knowing that what challenges they are facing particularly to deal with
employees due to their lack of knowledge and undeveloped skills. Although, the application
of KM within the organisation from top management is weak, but from manager’s side, they
try their best to educate and share knowledge with employees, but as the system of the
organisation does not support knowledge sharing in explicit and tacit way that is 'why
employees are not well trained. Moreover, employees need to understand the specific skills

they need.

Throughout the interview, various facts came across. These facts helped in exploring more
about the knowledge sharing level of the organisation. These organisations although do not
follow any proper tacit or explicit organisation, but their employees are trying harder to

perform well.

The interview with each interviewee took 25 to 30 minutes. This was the standard time set for
the interview, but some interviewees took only 20 minutes because they shared their views

precisely. Moreover, within this time they shared more information, but in precise manner.

To conduct the interview, the appointments were taken. These appointments were taken in
order to check the availability and value the time of managers. Moreover, the responses
shared by each interviewee were kept confident. Their responses were not shared to any other

manager of these organisations.
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9.3.1. Thematic Analysis

5.3.1.1. Knowledge Management

The strategies, tools and practices adopted by organisation help in adopting the knowledge
management strategies. The organisations can manage its internal operations through
providing better opportunities and experiences to employees. The organisations need to
understand the importance of knowledge management activities in order to keep the

employees on track.

Regarding the knowledge management one of the managers shared that without paying the
attention to knowledge the company cannot realise the importance of Knowledge

management in the organisation.

Manager A shared that: The organisation needs to understand the needs and abilities of
employees and adopt knowledge management program in order to build future
Suslainability”. Moreover, keeping the employees engage in work through various

challenging tasks helps in making them proactive towards their career.

5.3.1.2. Knowledge as Asset Based

The company makes knowledge management tools as a part of their business. The mangers
make efforts to provide up-to-dated information to the employees. Businesses are focused on
knowledge management and taking it as their most important asset in success. The informal
culture of organisation helps in communicating with managers. In this way, the employees
can easily share the informative stuff with their colleagues. The companies can prove

customer service and gain competitive edge due to its unique qualities and strategies.

B

Manager D shared that:

“Knowledge management is the present planning that is done by company to practice

knowledge sharing among internal resources”.

5.3.1.3. Perception of Knowiedge Management
The effective planning plays essential role in managing the knowledge and sharing it with
colleagues and other departments.. The proper procedure and plan can help managers in

directing the behaviour of employees towards their work.

Manager A shared his view that:
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“The knowledge managemeﬁt is found within the program and plans prepared by the
company but it is not working effectively because employees are not adopting it easily”.

However, manager B shared that:

“Due fo the employees in effective training the knowledge management strategy is not
working properly”. '

5.3.1.4. Stored Knowledge in Company

Store knowledge refers to the computer base reading knowledge, which can be accessed
anytime. The company that is focusing on store knowledge helps in recalling their records
whenever they need. Moreover, it also helps in recording the data into systematic manner.
The properly organised record results in employee convenience and it reduces the waste of

time.
Manager C shared his view regarding the store of knowledge that:

“It does exist in the organisation but it is not utilised or organises properly. While the
existence of a great legacy of experience and a long history of the company”.

5.3.1.5. Attitude of Senior Ménagement

The attitude of top managers towards knowledge management plays an important role
because the views and perception of managers help in following the strategies. The senior
managers can make the employees committed towards work through keeping them motivated
and empowered towards work. The flexible attitude of senior managers plays an essential role

in the employee performance.
Manager A shared his view that:

“Knowledge management in the past with old management of company was weak, but with
the new administration, it is interesting and well directed towards activating the role of
knowledge management’.

Manager E shared that:

“The new, young and talented management is able to handle the knowledge manégement
activities and direct the behaviour of employees towards work due to proactive and creative

management”.
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5.3.1.6. Culture and employee habits in relationto KM~

The mangers need to incorporate the culture of organisation with knowledge management. It
helps in directing the behaviour of employees and sharing the values of employees among
each other. The flexible culture of organisational support knowledge management and it

provides opportunity to share the information and access the data easily.
Manager B shared his view regarding culture and employee habits in relation with KM that:

“The new generation within the company can say that they understand and recognises the

role of knowledge, but the old staff is not supporting the concept of knowledge management”.

5.3.1.7. Culture of company and KM “

The culture of company needs to be flexible in order to support the knowledge management
concept. The effective and participatory culture makes the employees interested towards
work and it also motivate the employees. If the culture of the company does not support the
knowledge management activities then it is impossible to keep the organisation and

employees on track.

Manager A shared his view regarding his company that “the existing culture is not supportive
due to directed across programs posed by the company to change the culture in order to be a

culture of support for knowledge management”.

'5.3.1.8. Key Cultural and Structural barrier

In knowledge management, there are certain culture and structural barrier that results in
dissatisfying the employees and managers. The barriers can be communication barrier, job
security barrier etc. The job insecurity can be motivates employees and it ‘will make the

employee switch towards another job.
Manager B shared his view that:

“The bérriers include employee experience or knowledge acquired by the employees because

it results in job security”.
Manager A believes that:

“The key culture and structure needs to be camp}etiﬁve and unique in order to attract more
- employees”’.
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When the employees are provided with job security then they are motivated and committed

towards the organisation, which results in effective organisational performance.

5.3.1.9. Technologies used by the Company

The various technologies and strategies help in focusing on knowledge management
activities. The organisation can grow further if the internal system of organisation is strong
and cooperative. The mangers need to focus on internal system so that they can keep the
employees on track. Moreover, the managers can train the employees through various
technological tools and exchange the information. It will help in reducing the confusion and

communicating in an effective way.

Manager A shares his view regarding “the type of technologies used by the company that the
electronic programs are used in his company in order to obtain the information exchanged
tool between staft’.

5.3.1.10. Using IT for KM

IT is one of the rising trends in KM. It supports the study of KM and promotes more
information based on advance methods. In order to support the skills and performances of
employees, IT can provide a major source in it. However, in these organisations, the support
of IT is lesser because of inexperienced staff and lack of consideration towards knowledge

process and mechanism.

The use of IT in these organisations is weaker, which needs to be in consideration of top
management. However, these organisations are facing problems in using IT within the KM

because of lack of equipments and improver facilities.
The response shared by one of the Manager A was that:

“The probléms Jaced by the organisation in using IT for KM is firstly the weak infrastructure.
The infrastructure development is weak and the investment done by top management towards
IT for KM is inappropriate, which reduced the scope of KM,

Manager B shared his views on the problems faced by the company in using IT for KM,

which is:

“Incomplete and e-enabled programs within the company in the manner that enhance the
role of knowledge management". | '
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Manager C shared his views that:

“Improper training given to employees that reduces the effectiveness of knowledge

management within the organisation”.

5.3.1.11. Training held within the Company

In order to implement KM strategies and system within the organisation, it is essential to
follow training process. Like, it is mention earlier that training is important in order to share
knowledge and utilise it in effective manner. Training also helps in developing strong skills

among employees. It also helps them in their career management.

Manager B responded that:

“dre there training centers and training programs but focus quantity, not quality”.
However, the response of Manager D towards training is that:

“Trainings are given to employees, but the level of training is not too high, which helps them
to improve their KM skills. Employees are still under-performance, which means that

effective training can help them to perform well”.
Manager E shared his views regarding training that:

~ “Training is essential for employee development and it also helps in integrating with KM.
Effective trainee is able to learn knowledge quickly, which makes him competent. Trainings
were held in the company, but unfortunately, the level of training was not up to the level of
e{np/ayees. These trainings were done just to fulfil organisational need.”

ALl

5.3.1.12. Training Objectives .
The core objective of training is to educate employees and deliver essential knowledge to
them, which can help them to perform their jobs and achieve better results. It also helps them

to make decisions on their own without taking help of their bosses and supervisors.
Manager A mentioned that:

“Kind of formalities and not lead to the intended objectives in the strategic plan of the

company”.

| However, the reéponse shared by Manager C regarding the objectives of the training was
that: '
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“Training provides a vision to employees. Whatever training given to employees in the past
was not effective that could help employees to overcome their weaknesses in their personal

and professional lives.”

The other managers shared the same views as of Manager A, but they added further that their

company held training sessions just to fulfil the formality and they believe that employee 'y
own learning skills and capabilities makes them effective at their work, not training helps
them to add value to their skills.

5.3.1.13. Resolving Issues )

For companies, issues related to KM are more due to the performance and its management by
the people within the organisation. Based on these issues, Manager A shared his views that:
“To resolve these issues, the management solved the problems in an orderly and used
sofftware to  help solve problems eg. system and Help  Desk™.
Manager B shared his views regarding the resolution of problems rélated to KM that:

“The procedure followed to resolve the issues involves the hierarchical control and direction
of decisions from top to down. We need to report the issues to the top management, and then
they give instructions to us. This sometimes cases delay in solving problems quickly, but this
is the procedure that we need to‘fo llow”.

Managers responded that procedures to resolve issues in KM are structural, which means
that it involves a systematic process that is relatively easier for organisations once they start
adopting KM practices. However, for those organisations that have not adopted KM
practices require complex procedures to solve problems. KM also helps the company to
adopt procedures through utilising software’s. Using sofiware’s to solve problems is one of

the IT based solution, which are advance method fo b’ea/ with issues.

5.3.1.14. Contacting Network Members .
To contact network members, company uses various methods. It includes the use of
softwares, which connect members in shorter period. Moreover, the connection is easier
based on the link of knowledge connected with all network members.

Manager A and C shared an interesting response on contacting with network members, which
include: _

“To contact with network members is important because it helps in sharing information righi

at first time. However, effective KM strategies and practices can help in contacting with’
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members easily through softwares. These softwares help in solving problems. It also reduces

time efforts to communicate problems with others.”

5.3.1.15. Issues related to Cost, Time and Motivation for Knowledge Sharing

The issues related to share knowledge are relativély lesser due to the efficiency of KM
system. It requires relatively low cost and time, but the motivation needs to be high in order
to share knbwledge. It motivates managers due to the results that are obtained. Efficiency is
the core benefit gained from knowledge sharing.

Manager A, C, D and E mentioned that there are no such issues related to the cost, time and
motivation of knowledge sharing.

Manager B shared his views on issues related to these factors that:

“In knowledge sharing, the issues are most when one is not aware with the process of
sharing knowledge and applying it. However, it can be managed when one is able to get
proper training and knows how effectively knowledge cdn be shared”.

5.3.1.16. Decision-making

The decision-making of an organisation is based on the level of knowledge and information

one has. It is seen that decision-making is mostly done by top management because of their

control and authority they have. In these organisations, the decision-rhaking was previously

positioned only towards top management, but with the changes in organisational controi and
_administrative performances, those employees who have ample knowledge can take part

actively in decision-making.
{

Based on fhis, Manager B responded that:

"

“In the previous time and with the administration value was difficult to involve staff or take
their views but. With the new administration became possible in some things where Create a
forum for the exchange of views between employees and senior management in the
company”.

Manager A and C shared his response on decision-making that:

“Decision-making should be entirely the responsibility of top managemeht. Decentralised
control within the organisation may affect the knowledge sharing and quality”.

Manage D shared his response that:

~ “Decision-making needs to be centralised and should not involve employees”.

Whereas, the response of manager E was different. He mentioned that:
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“Decision-making should be the responsibility of middle-line and front-line because there are
some decisions that are needed to be taken by them. Moreover, sharing of information
becomes more strong and clear when everyone contributes equally. This also helps in

network building”.

5.3.1.17. Valuing Employee’s Opinions
For the successful performances and achievements of objectives, it is essential to value
employee decisions and opinions. It boosts the confidence in them and motivates to perform

well. The manager A mentioned that:

“In current system, the value is given to employees opinions, whereas in previous system,
their opinions were not valued”.

Manager B and C responded that:

“Employee dpinions are valued in the company, but the ultimate decision is always of top
management”.

Manager D and E responded that:

“Company does value employee opinions”.

5.3.1.18. Mechanism for Retiring Employees

For any organisation, it is important to follow mechanism for retiring employees. Based on
this Manager A responded that: '

“No storage of information when the employee retires. Company to lose all know when he
leaves”.

Mahager B, Cand D shared his responded that:

“Thou, the companjz should protect the data of retired employees, but my organisation do not
preserve the data of retired employees”.

Manager E mentioned that:

“My organisation follows mechanism to save the data of retiring employees”.

5.3.1.19. Social Issues

The issues that are needed to be address by the organisation include the basic needs of

employees. All the respondents mentioned that:

“Psychological and financial problems and other family-related problems are the most
important issues that an organisation needs to address quickly because if employee needs are

fulfilled, then it motivates them to perform well”.
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5.3.1.20. Effectiveness and Efficiency of Organisation based on Addressing Social
Issues

Manager A responded on effective addressing of social issues of employees that:

“Yes, understand the company helps to solve probléms and this is reflected positively on the
Job performance and employee satisfaction”.

Other manéigers replied that:

“It is really essential to address social problems of employees because it helps organisations
to improve their performances effectively. It also motivates them at workplace and

encourages them to achieve goals on time”.

5.3.2. Conclusion of Interview
The answers and views of specific mangers were selected in order to provide analysis. In
concluding the analysis, it is identified that knowledge management results in positive
relationship with informal culture. The managers need to adopt that culture that is suitable
according to the employee’s skills and abilities. The managers can make the internal
operations effective through empowering the employees. The managers need to encourage
employee on the accomplishment of the task because it will help in motivating the -
employees. In this way, the employee share knowledge with their colleagues. and
communicate openly and freely. The flow of knowledge management helps in making
" decisions througﬁ iogical and rational understanding. The employees enhance their skills and

Capabilities and the"y work towards accomplishing organisational success.

The authority of decision-making given to employees help in making them proactive. In this
Wa;/, the employees can easily work in the absence of mangers. The strictA control and
Vsupervision can threaten the employees and they can build fear of losing fﬁe'job. The
Mmanagers can gain the employee trust through adopting an flexible organisational culture.
When the employees are empowered and are allowed to move freely then they get satisfied

towards the job and increase their interest towards work.
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CHAPTER SIX: DISCUSSION

6.1. Introduction

Chapter 5 presented the results of the quantitative and qualitative analysis in detail. Chapter 6
presents the discussion, interpretationsand findings based on chapter 5. Based on the results, -
it is identified that the relationship between knowledge management and culture, structure
and strategies is insignificant, which means that in the near future, researchers can explore the
research and study it with various other variables. It further elaborated that the responses
gathered from the participants was based entirely on their point of view. Moreover, from the
analysis, it was also identified that respondents are not satisfied with the system of the
organisation because there are lesser chances for them to grow and expand their knowledge

capabilities. The organisation does not fulfil their basic learning needs.

The analysis also revealed that most of the participants are willing to learn effective
knowledge management skills, which can help them to improve their organisational
experience. Similarly, the organisation needs to understand how important for them employee

knowledge is in order to improve their working capabilities, profitability and growth.

The chapter of discussion explains will help in elaborating the explanation of the analysis and
its link to the literature of the research. The literature will help in supporting each statement
and hypothesis by sharing more knowledge regarding it. This chapter will also share a further
link of qualitative analysis to the literature review. It will help non-expert readers to

understand the whole concept of the research and the validity factors of it.

This chapter is divided into two major parts. The first part discusses the quantitative analysis
along with its link to the hypothesis and the second part discusses the qualitative analysis.

The research summary is presented in the conclusion.
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6.2. Results of the Hypotheses in direct relation to the Case Study with
the three Saudi telecommunications companies (STC, Mobily, Zaen)

Table 3.4 in Chapter 3 presented the Research Hypotheses Designed to Study
Telecommunication Industry of Saudi Arabia and the Gulf States. The following table
presents whether the hypothesises proposed are supported in relation to the three
telecommunication Saudi telecommunication companies (STC, Mobily and Zaen).

Hy There will be a positive relat
and KM of the organisation.

Hj, As part of organisational culture, there will be a positive relationship | Supportive

‘organisational culture | Unsupportive

between formal and informal ways and KM of the organisation.

Hy, As part of organisational culture, there will be a positive relationship | Unsupportive

between control and KM of the organisation.

H,, As part of organisational culture, there will be a positive relationship | Unsupportive

between authority and KM of the organisation.

Hyq As part of organisational culture, there will be a positive relationship | Unsupportive

between open culture and KM of the organisation.

H,, As part of organisational culture, there will be a positive relationship | Unsupportive
between information sharing and KM of the organisation. V
H, There will be a positive relationship between organisational structure | Unsupportive

| and K M-of the organisation. ' ' g

H,, As part of organisational structure, there will be a positive relationship | Unsupportive
| between workflow and KM of the organisation.
Hy, As part of organisational structure, there will be a positive relationship | Unsupportive
b between tacit knowledge and KM of the organisation. o
H,, As part of organisational structure, there will be a positive relationship [ Unsupportive

between explicit knowledge and KM of the organisation.
Hs | There will be a positive relationship between KM strategies and KM | Supportive
of the organisation. |
H;, | As part of KM strategies, there will be a positive relationship between Supportive

codification and KM of the organisation.

H;, As part of KM strategies, there will be a positive relationship between | Unsupportive

KM process and mechanisms and KM of the organisation,

| Hs, As part of KM strategies, there will be a positive relationship between Supportive

explicit knowledge and KM of the organisation,
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As part of KM strategies, there will be a positive relationship between

knowledge sharing (KS) and KM of the organisation.

Supportive

Hs. As part of KM strategies, there will be a positive relationship between | Unsupportive
information technology (IT) and KM of the organisation.

Hs¢ As part of KM strategies, there will be a positive relationship between Supportive
mentoring and KM of the organisation.

Hs There will be a positive relationship between KM tools and Supportive
mechanisms and KM of the organisation.

Ha, As part of KM tools and mechanisms, there is a positive relationship Supportive
between quality management in and KM of the organisation.

Hayp As part of KM tools and mechanisms, there is a positive relationship Supportive
between organisational improvement and KM of the organisation.

Table 6.1: Hypotheses
6.3. Discussion of Quantitative Research
6.3.1. Discussion of Demographic Information

6.3.1.1. Number of Participants from each Organisation

The overall analysis revealed that the majority of the participants who contributed in the data

collection were from Zaen. Their contribution level in the data collection helped a lot because

these respondents were more active throughout the data collection. They were more

responsive and shared many details that helped a lot to summarise the research. The

employees who contributed from Zaen were 35.9%, whereas the employees Mobaily were

34.6% and STC were 29.6%. Although, this had been discussed in the previous chapter, but

the reason to discuss it again is to share the number of participants. Based on the percentages,

it is identified that the participants whose data contributed in analysis and with no error was

of 379 respondents.
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Company

Valid Cumulative
Frequency | Percent Percent Percent
Valid STC 112 29.6 29.6 29.6
Mobaily 131 34.6 34.6 64.1
Zaen 136 35.9 35.9 100.0f
Total 379 100.0 100.0

Table 6.2 Company Participants

The above table illustrates that the participants who contributed in data collection were 112

employees, the participants of Mobaily were 131 and employees of Zaen were 136. It means

that the employees of Zaen where relatively more than Mobaily.

KM Status in the Organisations:

The analysis also revealed the status of KM in these three companies.

KM Status
Valid Cumulative
Frequency| Percent Percent Percent
Valid Not in existence at]:

50 13.2 13.2 13.2
all
Nascent stage 100 26.4 26.4 39.6]

. Introduction stage 165 43.5 43.5 - 83.1

Growth stage 64 16.9 16.9 -100.0f
Total 379 100.0 100.0

Table 6.3- KM Status

From the above table, it is revealed that the status is on introductory stage. It still means that

organisations have the scope to expand more and enhance their working capabilities.

Moreover, the literature also mentioned that most of the organisations are at introductory

* stage, which means that they have long scope to perform better by adding value through well-

223



developed skills and expertise. On the other hand, some respondents mention that KM

strategies and practices do not at all exist within their system.

KM Recognition in the Organisations:
KM Recognition

Valid Cumulative
Frequency | Percent Percent Percent
Valid yes 117 30.9 30.9 30.9]
No 194 51.2 51.2 82.1
Cannot say 68 17.9 17.9 100.0}
Total 379 100.0 100.0

Table 6.4- KM Recognition
From the analysis, it was revealed that within these organisations, the recognition of KM is

more, but it is not in practice. It means the employees and executives are aware of specific
benefit of KM, but there are no such strategies developed regarding KM. Moreover, it is
previously discussed in the literature that KM is one of the widely growing tools within
corporate culture, but still its concept is new to many companies. However, they avoid

practicing it because of the investment requirement.
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KM lIssues within the Organisations:

KM Issues
’ Valid Cumulative
Frequency| Percent Percent Percent
Valid Lack of knowledge and L

45 11.9 11.9 11.9
information
lack of knowledge

169 44.6 44.6 56.5
management
Information overload 47 12.4 12.4 68.9}
Loss of crucialj
knowledge due to a key ' -

64 16.9 16.9 85.8
employee leaving the
organisation '
Lack of use of IT for| A
the purpose of} 54 14.2 14.2 100.0}
knowledge management
Total 1379]  100.0 100.0

Issues that are commonly faced by organisations to implement KM strategies includes

f

Table 6.5- KM Issues

following issues:

Besides these issues, the following are the other issues that are commonly witnessed within

i

Weak focus of management towards KM,

Mismanagement of information,

the organisation. These issues include:

225

Lack of focus towards IT and its contribution in KM,

Lack of sharing knowledge and gathering relevant information,

Less focus towards preservation of important knowledge,



e Lack of interest of employees to learn new skills and gaining more experiences,
e Management concern towards generating more revenue and lack of investment in
employee development and organisational performances,

o Lack of resource availability related to KM skills and expertise.

KM Understanding within these Organisations:
KM understanding

Valid Cumulative
Frequency | Percent Percent Percent
Valid Never heard of it 57 15.0 15.0 15.0}

Something they are
already doing but not 55 14.5 14.5 29.6{

under the same name

It is just a management

44l 116 11.6 41.2
fad
It is strategic part of] ' :

53 14.0 14.0 55.1
their business
Something that could be
beneficial for  the 71 18.7 18.7 73.9{
organisation ;
Something that can
bring long term :

991 - 26.1 26.1 100.0
competitive advantage ‘
to the company
Total 379 100.0 100.0

Table 6.6- KM Understanding

The above table, which was previously discussed in analysis focused on percentage

responses, but in this chapter, it focuses on its descriptive information. The employees of
Zaen, Mobaily and STC mentioned that KM is said to be that strategy or tool, which helps in-

improving the organisational expertise and increase the competitive advantage of the
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organisation. It also revealed that some respondents that are not familiar with the concept of
KM. However, based on the secondary information gathered and shared in the literature, it is
identified that for organisations, it is important to direct their focus towards KM because in
upcoming years, there will be a tremendous shift seen within the organisations where every

organisation will start adopting KM strategies.

6.3.2. Discussion of Descriptive Frequencies
Hq. There will be a positive relationship between organisational culture and KM of the
organisation.

H1,: As part of organisational culture, there will be a positive relationship between formal
and informal ways and KM of the organisation.

Contact between employees

100+

Somewhat Strongly agree Mostly agree

Mostly Str
disagree disagree disagree agree
Employees can contact with one another in both formal and informal ways

Figure 6.1: Employees Formal & Informal Contact Ways

This hypothesis shows the relationship between formal and informational culture of the
organisation that helps in KM activities. The organisational culture is the most important
factor in the success of the organisation. It helps an organisation in managing their internal

operations and directing the behaviour of employees towards work. Therefore, when the
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culture of the organisation is formal and rigid then the employees are not able to contribute in

work more effectively. The employees work under the pressure and they do not take keen

interest in the work. Therefore, the company needs to provide the participative organisational

culture through which they can keep their employees engaged in work.

Collaboration and cooperation among employees

Frequency

Str Somewhat neutral Somewhat Stri agree Mostly agree
dnwee d':ﬂ'w disagree agree s

Our com encourage collaboration and cooperation amongst es
- bm through formal and Infoprlnal ways oy

Figure 6.2 Employee Collaboration & Cooperation
The formal and informal cultural also helps in employee support or obstacle. The informal

culture of an organisation can encourage employees in communicating and interacting with
other colleagues. It helps in building good relationship at work place through which

employees can share knowledge within the organisation.
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Vertical Integration

Frequency

Str Somewhat  neutral Somem
iﬂuﬂv urw : MWMW

The company do not focus on vertical im:ugration and hierarchies

Figure 6.3 Integration

The vertical integration refers to the style of management that helps in supply chain
management. The company needs to focus on vertical integration in order to build good
relationship with suppliers. The Knowledge sharing is also successful when the organisation
is focusing on vertical integration. The analysis also review that most of the participants
believe that their organisation is focusing on vertical integration because the managers

believe that the success of an organisation is based on building good relationship with

employees, customers, suppliers and stakeholders.
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Horizontal Integration

Frequency

Somewhat  neutral  Somewhat Mostly
mw wmmw

The company believes in horizontal Inhgritlon and emphasize less on
hierarchies

Figure 6.4 Horizontal Integration

The horizontal integration helps in controlling and focusing on benefits. In the analysis, it
was gathered that in the horizontal integration the company is not focusing much on
hierarchies because the focus on the company is to maximise the profit and satisfy the
employee and customers to make the business stable. The majority of participants believe that
the horizontal integration is the most important tool to make the company successful. The
employees can also freely communicate with the managers and share their ideas and
knowledge. In this way, the company develops ideas and creates the customer demanding
products. This hypothesis supports the literature review as well because it supports the basic

aim of research.
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Value and encouragement to employee opinion

100
m-
=
g 60
1]
3
o
2
o
20
o . am,, I’ ; ] ) i | ) ]
disagree disagree disagree agree T e
Employees opinion are values and they are encouraged to participate in
decision-making

Figure 6.5 Employee Opinion

This hypothesis related to the employee opinion and their interest towards discussion. In the
analysis, it was interpreted that the majority of participants was not satisfied from the
organisation because in their organisation the employees were not encouraged. Moreover, the
employees were not given authority to make decisions. In this way, the employees were
unable to share the knowledge in the organisation and they were not participating in any issue
or solutions. Therefore, the organisations need to provide opportunities to employees to make

a decision so that they can work independently in the absence of managers.
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Liberty to employees for finding solutions

100

Frequency

| (B |

Str Somewhat  neutral  Somewhat

Mostly ongly pinsed Strongly agree Mostly agree

Employees have the liberty to find solutions of issues from all the available
channels and sources

Figure 6.6 Employee Liberty

This chart illustrates the liberty given to employees in order to find solutions for issues or
problem. In the analysis majority of participants, mostly the participants did not agree with
the statement because the company was not giving them authority to find a solution by
themselves. They cannot find the solution from available chancels and they need to follow
that solution that is given by managers. In the literature, it is discussed that the employee
satisfaction and commitment is based on authority given to them. Therefore, the managers
need to ask employees to find solutions of various problems. In this way, employees will

have trust on managers and they will take part in their job.
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H1b: As part of organisational culture, there will be a positive relationship between control
and KM of the organisation

Strict Control and Supervision

100+

Mostly Str Somewhat neutral Somewhat Strongly Mostly
disagree ds:'g'w;t disagree agree o o
The company does not rely on strict control and supervision of day-to-day

activities

Figure 6.7 Control & Supervision

In the literature, it was discussed that the strict control and supervision can threaten the
employees because they might have a fear of managers. Therefore, the organisation needs to
become flexible and allow employees to do work how they want to do. The flexible
approaches will help the organisation in maintaining the employee’s performance and gaining
their trust. Moreover, the employees will also share the new ideas and knowledge with other
colleagues and it will result in increasing the IQ of employees. When employees are not
allowed to move freely in an organisation, then they lose their interest and it results in poor

performance.
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H1.: As part of organisational culture, there will be a positive relationship between authority
and KM of the organisation

Prevailing believe about KM

100+

Frequency

Str Somewhat neutral Somewhd Str
ono,l: MWMW

The prevailing belief is that knowledge management is the task that cannot
be designated to partic employees and experts

Figure 6.8: Prevailing Beliefs

Knowledge management is not any title that is given to one person only. The knowledge
sharing can be done by any employee working in the organisation. The employees can share
knowledge with each other through communicating and interacting with colleagues at work
place. In the analysis, it is explored that most of the participants believe that the one
individual who is the employees in an organisation can gain the title that he/she shares the
knowledge but it is not permanent. If other employees share knowledge then they will also
help in enhancing the knowledge of other employees, which is benefiting from all the

employees.
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Encouragement of employees in giving opinions

100+

Frequency

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagree disagree agree

Individuals employees are encouraged to give their opinions on different
matters and make autonomous decisions

Figure 6.9: Employee Encouragement

The opinion of employees is the essential tools to keep them engage in the work. The self-
directed employees are able to work in challenging situations and without managers. The
managers need to allow employees to make decisions and give their opinion. In this way, the
employees will share various ideas and knowledge that can help them in innovating new
techniques. The majority of employees feel motivated in sharing knowledge and guiding
other colleagues. They also act as a leader in the team and they enhance their skills through
sharing knowledge. The team building and group task can also empower employees to share
opinions. However, few employees who are introvert might face certain challenges in

cooperating with others and communicating inside the organisation.
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Employees are not forced to refer others

120+

100+

g

Frequency
g

§

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagree disagree agree

Employees are not forced to refer others for the purpose of reaching a
decision

Figure 6.10 Referring Employees

The employees were not given self- independence to work on their own. Therefore, the
decision-making was on in the authority of the managers and they were making the decisions
on behalf of employees. In literature, it was studied that those organisations who are allowing
employees to take decision helps in making rational and logical decision. The employees of
that organisation become more logical and they learn how making a decision. In the analysis,
most of the employees believe that their organisation was not allowing them to make the
decision by themselves. In this way, the employees have to refer others to reach towards any

decision.
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Consulting seniors to make decision

Frequency

The consulting top managers can help employees in making the correct and accurate decision.
However, the employee willingness to consult managers for decision is based on their own
nature. The employees can make a decision and ask managers that if it is right or wrong. In
this way, the employees will learn and they can enhance their decision-making skills. In the
analysis, it was gathered that most of the employees were forced to consulf the managers,
which were de-motivating them. The forceful act was making them unable to make any

decision. Therefore, the behaviour of managers needs to be friendly so that employees can

120+

100

i

g

ot L . =)

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagree agree

Employees are not forced to consult their seniors to make decisions

Figure 6.11: Consulting Seniors

work according to their own willingness.
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H14: As part of organisational culture, there will be a positive relationship between open
culture and KM of the organisation

Open culture to facilitate KM

100+

Frequency

Strongly Somewhat neutral
disagree disagree agr

Our company offers a supportive, encouraging, s ortive, and open
culture that facilitates Imowlodg’o l?lanl:pg:ncnt é

" Strongly agree Mostly agree

Mostly
disagree

Figure 6.12: Culture & KM

The supportive culture of organisation helps in gaining employee commitment. When the
culture of the organisation is cooperative and supportive then the employees take part in the
work. Moreover, the employees also get motivated and encourage when the managers are
offering various programs that are related to employee engagement. Moreover, the employees
also learn future skills through various training and development programs. The open and
informal culture helps in making the employees comfortable at the workplace. It helps them
in maintaining the performance and they take part in various activities. Moreover, the
managers can also facilitate employee by offering various events, and social dinners. It will
help employees in interacting with managers and discuss various issues. However, in the
analysis it was identified that most of the participants were disagreeing because their
organisation was not supporting the Knowledge management activities because their

organisational culture was too rigid and formal. In this way, the knowledge sharing was not
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possible in the organisation and due to which the organisation was lacking the creative

employees.

Trust of employees on each other

100

Frequency

|

Somewhat Strongly agree Mostly agree
agree

Str Somewhat  neutral
%dﬂ%m

Employees trust each other and are trustworthy.

Figure 6.13: Employee Trust

The trust and commitment helps in building good relationship at work. The employees can
gain the trust of each other through cooperating and helping colleagues. The managers can
make the employees proactive through enhancing teamwork. Moreover, the compensations
and benefit also help in trusting the managers and the employees work together to achieve
mutual goals. The care of mangers can help in building long-term relationship with
employees. In this way, the employees do not leave their job because they are recognized
inside the organisation and they are receiving what they actually expect from the
organisation. Moreover, they also share positive views about their organisation with friends
and family. In this way, the organisation gains the employee trust and commitment. In this
analysis, it was studied that most of the employees were not able to maintain the trust because

they were not getting the job security. The employees were in the fear that can fire from the

job at any stage.
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Explicit work rules and policies with good degree of autonomy

80+

g

Frequency
3

Mostly Strongly  Somewhat neutral Somewhat Strongly Mostly
disagree disagree disagree agree o o

The company has explicit work rules and ﬁollelos with a good degree of
autonomy

Figure 6.14: Explicit Work Rules

The explicit knowledge helps in adopting the rules and procedure of the company. The well-
defined rules and procedures make the employees clear about company strategies. The
managers need to design the clear and simple strategies in order to provide a flexible platform
to employees for work. Moreover, the explicit working rules provide a good degree of self-
sufficiency through which employee can manage their working behaviour. The freedom
given to employees makes them in making decisions. In the analysis it was identified that the
company was not giving authority to employees to communicate with top-managers in this
way, the employees were getting de-motivated. The employees were feeling that the

organisation is not much concern towards them.
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Focusing on work instead of following rules

100
m-l
==
e 60-
o
3
(-2
-4
il
20~
- ._ _ ,
disagree disagree disagree agree e i
Employees are not supposed to follow the defined task edures rather
the focus on getting the work done instead of rules

Figure 6.15: Employee Focus

The employee freedom plays important role in accomplishing the task. The rules and
procedures are also important to follow but the focus of management needs to be on the
accomplishment of tasks. In the literature, it was studied that those organisations that are
focused on flexibility and well-defined procedures are making the employees able to
accomplish the task easily. In this way, the proper planning and strategies are helping the
employees to keep themselves on track. In the analysis, it was identified that the majority of
employees were disagreeing because their organisation was making them strictly follow the

rules and procedures that were confusing them at some stages.
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Top management is helpful

Employees including top management are helpful and supportive
Figure 6.16: Employee Helpfulness

The supportive and helpful top management results in motivating the employees. Moreover,
employees build the trust when top managers are helping them in various tasks. In the
analysis, it was gathered that most of the participants believe that their top managers were not
helping them and supporting them due to which employees were facing difficulties in
performing their job.
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H1,: As part of organisational culture, there will be a positive relationship between
information sharing and KM of the organisation

Sharing of best practices and knowledge

120+

100+

g

Frequency
g

§

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagree disagree agree

Employees has a purpose to, and value knowledge management and
e sharl:ng of best practices and knoslom

Figure 6.17: Employee Sharing

The knowledge sharing refers to the exchange of knowledge in the organisation. The
employee share their ideas and views with colleagues in order to maintain the internal culture
of the organisation. The employee needs to share various knowledge and practices with other
colleagues. In this way, those employees that are facing difficulties at the workplace might
solve it and learn more skills. In the analysis, it was recognised that most of the employees
were strongly agreed because they have a purpose to share knowledge with other employees
in order to maintain the integrity in the organisation. The employees also believe that

knowledge sharing also enhances their intellectual skills and it helps in learning creative
skills for future benefits.
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Sharing of KM is the job of every individual

100+

Frequency

disagree disagree  disagree agree

Employees believe that knowledge management and sharing of best
d practices is the job of each and every individual

Figure 6.18: Employee Beliefs

The employees believe that the knowledge management helps in sharing best practices. The
employees need to share their views with others in order to provide a learning platform. The
managers can motivate employees and empower them for sharing the knowledge. In today’s
world, the innovative and creative ideas help in gaining the competitive edge. Therefore, the
organisations need to allow employees to share the best practices in order to maintain the
internal operations of the company. In the analysis, the majority of participants were agreeing

that the knowledge sharing plays essential role in making the employees accountable.
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Faith of Employees on each other

100

Frequency
g

§

Mostly Stri Somewhat neutral Somewhat Strongly agree Mostly agree
disagree “3%7’ disagree agree

Employees show reciprocal faith in each other’s ability
Figure 6.19: Employee Faith

The mutual trust and relationship helps in working effectively. When the employees are
performing in a team then they build trust among each other. In the analysis, it was studied

that employees believe that reciprocal faith and trust helps in performing effectively.
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Employee with Top Managers can be easily accessed

1007

Frequency

Mostly m Somewhat neutral So.ﬂ;gl Strongly agree Mostly agree
Employees including top management can be easily access

Figure 6.20: Employee Access

The communication about any problem or issue helps in finding logical decisions. The
availability of top managers plays an important role when employees need to ask about any
information. In the analysis, it was studied that the organisation that is accessed by top

managers helps in building competitive advantage.
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H,: There will be a positive relationship between organisational structure and KM of
the organisation.

H2a: As part of organisational structure, there will be a positive relationship between
workflow and KM of the organisation.

Forced to follow the organisational hierarchy

100+

Sir Somewhat neutral Somewhat
Mostly moz i Strongly agree Mostly agree

The employees are not forced to strictly follow the organizational
hierarchies rather they are free to make their own decisions

Figure 6.21: Employee Decisions

The hierarchy of company needs to be flexible and the managers need to coordinate with
employees. Moreover, the strict hierarchy may de-motivate the employees and they may lose
their interest in the job. The decision-making tools also make the employees empower and
motivated towards work because when organisation allow employees to make a decision then
they feel recognised in the workplace which results in job engagement and knowledge

sharing.
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Freely decision-making

1204

100+

Somewhat  neutral  Somewhat
Mostly Strongly e wmmm-ru

Employees are free to make decisions without approval from their
supervisors

Figure 6.22: Employee Decision Making

Making decisions freely can help employees to enhance their controlling skills. It develops
the effective decision-making skills in them, which guides them n their career. It also helps
them to perform work effectively because autonomy helps them to understand the level of
pressures and helps them to deal with the pressure in effective manner. It also develops
conflict management and stress management skills in them. In this research, it was seen that
in these companies, employees do not get autonomy to make decisions and they need to take

approval of their supervisors even for a small day-to-day tactics.
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Collaboration with team and departments

100+
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Mostty Strongly Somewhat neutral Somewhat Strongly agree Mostly
disagree disagree disagree agree -
Employees are willing to collaborate within and across teams and within
and across departments

Figure 6.23: Employees & Collaboration

The collaboration and mutual understanding help in doing the work on time. The
collaboration with the team and departments helps in sharing knowledge and learning new
ideas. In the analysis, it was studied that most of the participants agreed that collaboration

among team results in expanding the circle and sharing knowledge.
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Employee Satisfaction through Cooperation and Collaboration
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¥ Mostly Strongly ~ Somewhat  neutral  Somewhat Strongly Mostly
disagree disagree disagree agree s -
Employees seem satisfied with the and level of cooperation and
collaboration

Figure 6.24. Employee Satisfaction

The employees get satisfaction when they are cooperating with each other. The get encourage
when they are building good relationship with other colleagues. In the analysis, most of the
participants were not agreed because they think that it increases the level of competitions

among colleagues.
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H2b.: As part of organisational structure, there will be a positive relationship between tacit
knowledge and KM of the organisation.

Protecting tacit knowledge of individuals

120~
100~
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St Somewhat neutral Somewhat
Mostly ongly - oo Strongly agree Mostly agree
Company has practices, processes, and mechanisms to value and protect
tacit knowledge of the individuals.

Figure 6.25: Tacit Knowledge Protection

Tacit knowledge involves the experiences, values and processes that help organisations to
perform well. It helps them to create focus on the organisations and provides a right direction
to employees to perform well. In these companies, it is seen that company do not practice and
give value to their tacit knowledge. The lack of giving importance to tacit knowledge means

that the company do not value their values and do not preserve it.
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HZ2e¢: As part of organisational structure, there will be a positive relationship between explicit
knowledge and KM of the organisation.

Explicit knowledge and KM of the organisation

120+

Str M neutral Somewhl
Mostly ongly Strongly agree Mostly agree

Results of meetings and projects are documonud in our company
Figure 6.26: Explicit Knowledge Management

Explicit knowledge involves the project and documents that organisation use in order to
enhance its knowledge capabilities. In these organisations, the explicit knowledge is used.
However, the organisation does not use this knowledge completely, which means by using

this they can enhance their KM activities.
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Proper manuals and documents

1004

Frequency

Mostly | Strongly — neutral So.rn;w!“ﬂ Strongly agree Mostly agree
Knowledge can be easily accessed from proper manuals, and documents in
our company

Figure 6.27; Knowledge Documentation

As, it is mention earlier, explicit knowledge can be accessed from documents, manuals and
other types of written information. It helps in managing knowledge of the organisation.

However, these organisations do not use explicit knowledge effectively, which reduces their

KM level.

253



Hs: There will be a positive relationship between KM strategies and KM of the
organisation.

Hsa: As part of KM strategies, there will be a positive relationship between codification and
KM of the organisation.

Codification of Knowledge

100+

;i

Frequency
g

3

g

Mostly
disagree disagree disagree agree

Knowledge such as problem solving methods, and technical skills or
know-how are well codified in our company

Figure 6.28: Knowledge Codification

Codification is that strategy of KM that helps in coding the knowledge for later use. Various
big multinationals do knowledge codification because it helps them to store their records,
which is useful in future. The codification is based on ‘people-to-the-documents’, which
helps in developing the right strategy and provides a clear written or verbal format of
information. Much organisation code the information for not only consulting purpose, but it
also helps them to benchmark their best performances, which can be retrieved later on. From
the overall analysis, it is identified that these telecom companies, codification is less because
they gave lesser attention to KM strategies. However, it is important for organisations to pick
right strategy that can help them in managing knowledge (Hansen, Nohria and Tierney,
1999).

254



Codification through Documents and Manuals

100+

Frequency

Somewhat neutral Somewhat Strongly agree Mostly agree

disagree disagree disagree agree
Knowledge is codified and is shared in form of documents and manuals in
our company

Figure 6.29: Knowledge Documental Codification

Documents and manuals are the written format of codifying knowledge. It helps in keeping
the records that are mostly related to financial statements and previous organisational
performances. KM strategies involve codification, which helps in improving KM within the
organisation. From the analysis, it is identified that knowledge within these organisations is
not codified. It means that if organisation start codifying knowledge, then it would be

relatively easier for them to design their future strategies.
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Hsp.: As part of KM strategies, there will be a positive relationship between KM process and
mechanisms and KM of the organisation.

Creating New Knowledge from Existing Knowledge

100+

Frequency

. L _ _ | [ g
Str Sauwm neutral  Somewhat
ongly i Strongly agree Mostly agree
Company has pracﬁeu. rocesses, and mechanisms for creating new
Y dpgo from existing knowledge .

Figure 6.30: Knowledge Creation

This statement is linked to the practices, policies and mechanisms that an organisation can
use in order to create new knowledge from the existing one. It is identified in the analysis that
the telecom companies do not create new knowledge from the existing one, which means that
they do not preserve their old knowledge. However, if companies start preserving and
codifying their old knowledge, then it gets relatively easier for them to take decisions.
Respondents are not satisfied with the procedures and processes their organisation adopted

for KM. Hence, this leads to various problems and conflicts.
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Knowledge Acquisition and Sharing

100+

Mostly Strongly  Somewhat neutral Somewhat Strongly agree Mostly agree

disagree  disagree  disagree agree
Company has practices, processes, and mechanisms for knowledge
acquisition and sharing

Figure 6.31: Knowledge Acquisition

For effective performances and better results, it is essential to share knowledge. Thou, for
organisations, knowledge sharing involves explicit knowledge, but it also widely involves
implicit knowledge, which include personal experiences, lessons and teachings that senior
and experienced managers give to their staff members. According to the data collected and
response gathered, it is identified that Zaen, Mobaily and STC do not share knowledge,
which sometimes creates complication for them to work in some critical situations. However,

the knowledge sharing involves the following criteria that are important for these

organisations to follow (Frost, 2010):

e Access towards new and old knowledge,
e Guidance to build new knowledge,

e Articulation of useful information,
e Awareness of available knowledge,

e Completeness involves the fully available knowledge.
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Knowledge Acquisition from Competitors

100+

Frequency
g §

5

g

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagree disagree agree

Co has practices, processes, and mechanisms for knowledge
i i acquisition from competitors %

Figure 6.32: Competitor Knowledge Acquisition

As it is discussed earlier regarding the sharing and acquisition of knowledge, but here, the
discussion will be regarded acquiring knowledge in order to compete with rivals. From the
analysis of this statement, it is identified that their company does not follow knowledge
sharing skills. Most of the respondents disagreed with it. Hence, it is essential for

organisations to realise the need of information sharing.
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Practices to Upgrade Best Practices

Company has practices, processes, and mechanisms to identify and
upgrade best practices

Figure 6.33: Best Practices

For organisations, it is essential to identify the best practices they can use to upgrade their
system. In order to build competitive advantage, it is essential to develop strong knowledge
based capabilities, which can help organisations to understand their potential. However, in
this research, it is identified that the telecom companies that are studied do not follow best

practices to upgrade their system.
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Mechanisms to Value Tacit Knowledge

120+

100

Mostly Strongly  Somewhat neutral Smgwl“‘lﬂ Strongly agree Mostly agree
Co has practices, processes, and mechanisms to value and protect
i v tacit knowledge of the individuals.

Figure 6.34: Tacit Knowledge Valuation

The tacit knowledge involves the values that organisations have in their hearts. These values
help them to develop their strong culture and training their new incumbents. In these
organisations, it is identified that they do not prioritise and form a complete mechanism to
value their tacit knowledge. This lack in valuing tacit knowledge makes them weak to
compete with other firms. Moreover, it also gives chances to employees to exploit the

benefits that an organisation gives to them.
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Integrating Different Sources of Knowledge

100~

Com has practices, processes, and mechanisms to integrate different
i types and sources of knowledge

Figure 6.35: Knowledge Source Integration

Integrating with different sources of knowledge can help organisation to form a link with
good and bad performances, positive and negative behaviour, weak and strong candidates. It
also helps employees to understand that integration means two-way communication. This
helps them to resolve problems quickly because they are directly in contact with other
departments, which helps them to reduce the level of confusion and conflict. However,
respondents of these organisations mentioned that their company does not have processes,

practices and specific mechanism to integrate different types of sources of knowledge.
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Hs.: As part of KM strategies, there will be a positive relationship between explicit
knowledge and KM of the organisation.

Documentation in the Company

1201

1007

Somewhat Strongly agree Mostly agree
agree

Mostly Strongly w neutral
Results of meetings and projects are documented in our company

Figure 6.36: Company Documentation

Documentation involves the formal presentation of knowledge, which includes meeting
papers, rules and regulations, financial books, yearbooks and best performers list. These help
employees to understand and learn things quickly. It also helps them to realise that what the
organisation expects from them. From the analysed data, it is identified that these
organisations do not follow the results of meetings and different projects as the purpose of

storing explicit knowledge.

262



Knowledge Accessibility

100+

Frequency

Mostly Strongly Somewhat neutral Somewhat Strongly Mostly agree
disagree disagree disagree agree -

Knowledge can be easily accessed from proper manuals, and documents in
our company

Figure 6.37: Knowledge Accessibility

Accessibility of knowledge is previously discussed that how it contributes to knowledge
management. Here, the accessibility of explicit knowledge is discussed. The employees of
these organisations mentioned that knowledge could easily be accessed from documents and
proper manuals in their company. It means that companies do have explicit knowledge, but
they do not use it. However, if they start using it, then employees can establish KM strategies

within their culture.
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Hy: As part of KM strategies, there will be a positive relationship between knowledge
sharing (KS) and KM of the organisation.

IT as the Source of Knowledge Sharing

100+

|

Somewhat neutral Somewhat ee
Mostly Strongly - o Strongly agree Mostly agree

Information technology such as internet and intranet are the source of
knowledge sharing in our company

Figure 6.38: Knowledge Sharing Sources

The knowledge sharing helps in exploring the knowledge with other colleagues. The
company can share knowledge through various intranet and extranet techniques. Moreover,
the company can also stay connected with its suppliers and dealers. In this way, they can
share knowledge with employees and departments. In the analysis most of the participants
believe that knowledge sharing the most effective part in order to keep the organisation on

track.
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Face-to-Face Meetings for KM
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Mostly Strongly agree Mostly agree

Face to face meetings and discussion are amo .sst the key sources of
knowledge acquiring and sh

Figure 6.39: Meetings as Knowledge Sources

The face-to-face meetings are the source of sharing best knowledge and understanding the
views of others. In the literature, it was discussed that those organisations that are focused on
discussions, seminars and workshops are keeping their employees engage in job and
providing them the opportunity to learn new skills. The meeting helps in communicating the

employees with other professional peoples. It also results in brainstorming and mentoring.
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Informal Discussion in Knowledge Sharing

120+
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g

Frequency
3

Somewhat  neutral  Somewhat

Mostly Strongly Strongly agree Mostly agree
Informal discussions and meetings also serve as the source of knowledge
acquiring and sharing

Figure 6.40: Informal Knowledge Sources

The informal discussions are the source of knowledge sharing about various topics and
issues. The organisations need to allow employees to have informal discussions. In the
analysis, the participants believe that the informal discussion between managers and

employees also helps in building good relationships.
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Deliberate Endeavours to Communicate Knowledge

100+

|
| ‘

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree
disagree disagréee disagres agree

Company make deliberate endeavours to communicates the importance of
knowledge on all levels of the organization

Figure 6.41: Knowledge Communication

The company needs to share knowledge about the company with employees. In order to
generate better results the mangers can deliberate endeavours to enhance the growth of the
company. The business growth will result in increasing the sales and generating more profit.

In the analysis, most of the employees believe that their company is not focusing on

deliberate endeavours, which are resulting in poor knowledge sharing.
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Hs: As part of KM strategies, there will be a positive relationship between information
technology (IT) and KM of the organisation.

IT Support to Facilitate Collaborative Work

100+

Frequency

Our company offers support through information technology support to
facilitate collaborative work opportunities across time and space

Figure 6.42: Collaboration Through IT

The information technology helps in innovating new techniques and tools for better
performances. The collaborative working opportunities help employees to work through
information systems. This results in doing the work effectively with efficient resources.
Those organisations that are not providing collaborative working opportunities are unable to

keep their employees engaged in work.
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Communication through IT System

Mostly Strongly Somewhat neutral Somewhat Strongly agree Mostly agree

disagres disagree disagree agree
Our company facilitates communication amongst employees through
- information tochnology’ P e

Figure 6.43: Communication Through IT

The effective communication not only helps in working effectively but it also motivates the
employees towards any task. In this way, the employees want to face challenges and work
proactively. The communication through IT system helps in proving accurate and simple
knowledge. In the analysis it was studied that most of the participants were not able to
communicate through IT system because their organisation as not providing this facility.
Therefore, in this way, the employee was facing a problem and it was decreasing their

interest towards work.
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Search for Information through IT
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disagree disagree disagree
Search for and gaining access of necessary information and knowledge are
facilitated through information technology

Figure 6.44: Information Search

The information searching is a difficult task if the organisation is not providing accurate tools
then the employees may suffer from confusion and stress. The proper information search
helps in doing the work on time and accurately. The IT system provides opportunities for
employees to manage their data and recall it whenever they need it. In the analysis, it was
gathered that most of the participants were not provided with the IT system due to which they
were facing difficulty in searching the various information on time. It was also more time

consuming and becoming the barrier to growth.
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Storing of Information

100+

Somewhat Strongly agree Mostly agree
agree

Mostty Strongly ~ Somewhat  neutral
Knowledge is systematically stored through information technology

Figure 6.45: Information Storage

Knowledge storage helps in retrieving the data later on. It helps employees to recall it
whenever they need it. Most of the employees were not satisfied because their organisation
was not proving the opportunity of storing the information through the effective I'T system. In
this way, the employees were unable to perform effectively. However, few participants
believe that their organisation understands the need of employees and the managers try to

provide all the befit to employees.
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Use of IT for Simulations

100+

Mostly Strongly ~ Somewhat  neutral sw Strongly agree Mostly agree
Simulations and predictions are performed through the use of information
technology in our company

Figure 6.46: Simulations

The knowledge sharing of company is done through simulations and predictions to manage
the flow of knowledge. The organisations need to assure that the IT system is updated
according to the new tools. The updated systems in organisation. make the employee work
exactly. In the analysis, it was gathered that the majority of participants was not satisfied
from their organisation because their managers were not using IT in order to perform
predictions and simulations. Few of the participants were satisfied with their organisation
because the managers were providing simulations and predictions in order to enhance the

working capabilities of employees and the organisation.

272



Ha: As part of KM strategies, there will be a positive relationship between mentoring and
KM of the organisation.

Mentoring in KM

120

100-

Somewhat Somewhat
Mosthy Strongly i neutral o Strongly agree Mostly agree
Mentoring is also a source of knowledge acquisition

Figure 6.47: Mentoring

Mentoring the employees result in making them responsible towards their job. Moreover, the
employees get proactive and they become able to prioritise their work. In the analysis, it was
identified that most of the employees believe that the organisation needs to provide
mentoring program to employees. In this way, the employees know their future. Moreover,
this also keeps the employees on track and they feel motivated through sharing their views

and discussing their problems while mentoring process.
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H4: There will be a positive relationship between KM tools and mechanisms and KM of
the organisation.

Haqa: As part of KM tools and mechanisms, there is a positive relationship between quality
management and KM of the organisation.

Cost Reduction

1207

100

Frequency
$

Str Somewhat neutral Somewhat
Mostly ongly ~ o Strongly agree Mostly agree

Cost reduction
Figure 6.48: Costs

For organisations, the biggest concern is to reduce and minimise their extra cost by working
on specific details that are essential for the organisations. For organisations, it is essential to
understand that how specific mechanisms and tools of KM contribute to the overall
performance of the organisation. Understanding KM facilities and the importance is essential
because it helps in linking the quality with the organisational performances. Based on this,
the concept of quality management took a lot of popularity in KM. It not only helps
organisations to improve their workings and performances, but also help them to overcome
the issues and problems they face. To overcome issues related to KM, IT plays a vital role. IT
not only helps organisations to raise their standards, but also help them to control poor quality
and perform well. To raise quality standards, various ISO standards are assigned to the

organisation that adds value to its knowledge. Based on quality, there are following eight
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principles of management that help in improving the knowledge management skills and

performances (Ribiere and Khorramshahgol, 2004):

e Develops leadership within the organisation,

e Develops an approach for processes,

e Helps in taking factual approaches to make a decision,

e Develops focus towards customers,

e Encourage involvement of employees within the organisation,

e Ongoing improvements,

e A stable and long-term relationship based on forward and backward integration,

e Develops system approach for the management.

Quality management
and KM of the
Organisation

Cost Reduction

Figure 6.49: Cost Reduction

To understand the contribution of quality management in KM, following is the chart:

Figure 6.50: KM and Quality Management
Source: (Ribiere and Khorramshahgol, 2004)
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This chart explains that KM revolves around the factors related to quality management. It
means that for effective performances of the organisations, it is essential to focus on quality

control factors that can help organisation to develop effective qualities within their employees

and increase their engagement in decision-making (Ribiere and Khorramshahgol, 2004).

Improving Quality

1259

CE s et
Improving quality
Figure 6.51: Quality
Quality improvement is the concept that is linked to quality management of the organisation.
To improve quality within the structure and the system of the organisation, it is important to
understand what knowledge is essential for the organisation and how it can contribute to
enhance results. Improving quality involves tact an explicit knowledge. Tacit knowledge
helps organisations to take action and improve their internal system, which also leads to
empathy and sympathised behaviour. However, to improve the quality based on decision-
making, explicit knowledge is important. This knowledge contributes more in conceptual

development and systematised knowledge (Nonaka, 1991).

Effective KM tools and mechanism helps in maintaining the quality standards by promoting
concrete knowledge and information. It also helps in overcoming weaknesses through

brainstorming and open discussions (Nonaka, 1991).
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Improving Delivery

1257

100+
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Somewhat neutral Somewhat agree
Mostly ongly i Strongly Mostly agree

Improving delivery
Figure 6.52: Delivery

Improving delivery involves the improvement in quality, which means that when the quality
is improved, then employees are able to deliver results on time. This also reduces delay in

performances and achievements of tasks.

Improved Quality f : Ontime delivery of results

Figure 6.53: Improving Delivery

This chart illustrates that to improve quality, it is important for top management to take active
measures that can help in developing an organic culture instead of mechanistic culture. The
organic culture forms an open room for employees to share their expertise and help those
who are weak. It also helps in empowering employees where they have freedom to take

decisions in order to deliver results on time.
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Hap: As part of KM tools and mechanisms, there is a positive relationship between
organisational improvement and KM of the organisation.

Improving Competitive Advantage
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Improving competitive advantage

Figure 6.54: Improving Competitive Advantage

KM is one of those practices that contribute equally as change management and employee
management does. It is the concept that involves the better performances and effective results
by employees based on building their skills. In this research, the organisations studied belong
to telecommunication where it is important for them to understand the effective employee
development, which helps them to compete with their rivals. It means that quality
management is linked to competitive advantage, which leads to effective KM. The successful
dissemination of knowledge helps organisations to improve their competitive advantage. It
helps in giving equal chance to employees to improve their skills by acquiring useful

knowledge.
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Improving Customer Focus

1257

Str Somewhat neutral Somewhat
Mostly ongly Strongly agree Mostly agree
Improving customer focus

Figure 6.55: Customer Focus

For any organisation, the focus towards customers and gaining their satisfaction is important.
Those organisations that have better focus towards their customers are able to perform well.
Such organisations tend to spend more on their employees because they know that if
employees are satisfied and perform well, then it gets relatively easier for them to develop
their competitive advantage. Customer focus can be improved by adopting KM strategies. In
this research, it is seen that these three organisations do not give considerable importance to
KM. However, these organisations belongs to the telecom industry, which means that their
focus towards KM strategies, processes and practices can help them to strengthen their
competitive advantage and improving customer focus. For these organisations, customer
satisfaction is important. It means that through effective KM implementation, organisation

can utilise its innovative and technological capabilities, which can help them to perform well.
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Innovation
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Innovations
Figure 6.56: Innovations

When organisations start implementing and focusing on KM strategies, then it helps them to
innovate easily because it provides them a vision to expand their scope and bring changes
into their culture. Through KM, organisations can develop their internal system and improve
their explicit knowledge. This knowledge supports technology, previous records, documents
and rituals. Through innovation, zaen, mobaily and STC can improve their standards based
on quality management and organisational performances. Innovation in knowledge

management leads towards three broad areas, which include (Plessis, 2007):

_ Improvement in
W Different Processes
of Company

gy Access to new
Technology e

markets

Figure 6.57: Innovation (Plessis, 2007)

Technology — Through KM, organisation can bring in new information regarding
technology, which can help them to identify what information best suits their system and can

be used to make improvements.
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Market — Innovation can be done by gathering knowledge of the market, which helps
companies to know the potential they have that can help them to make better plans to

compete. It also involves the standards that an organisation can develop competitive to the
market. In the telecom industry, it is important to understand and analyse the market first in

order to innovate based on KM.

Processes — It involves the internal process of the organisation in which the innovation can
be implemented. KM can help companies to innovate based on their technical and

administrative expertise.

Employee Development

Frequency

Mostly Strongly  Somewhat neutral Somewhat Strongly agree Mostly agree
disagree agree

Employee development
Figure 6.58: Employee Development

The biggest advantage of KM is that it helps in developing employee skills and brining
improvement in their performances. These improvements not only help them, but also help
organisations to increase their productivity. From the analysis, it is identified that employees
do agree that KM helps organisations to enhance their performances through employee
development. It not only develops problem-solving and analytical skills, but also develops

technical, conflict management, communication and leadership skills in them.
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Revenue Growth

120+
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Mostly Strongly Somewhat neutral
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Revenue growth

Figure 6.59: Revenue Growth

Somewhat Strongly agree Mostly agree
agree

From the analysis, it is suggested that through KM organisations improve their system, which
helps them to generate revenue. Revenue generation is the sign of sustainable performance of
the organisations. An organisation performs well when the employees, managers and top

management are in the link during communication.
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Decision-making

150~

Frequency

Str Somewhat neutral Somewhat
Mostly ongly e Strongly agree Mostly agree
Better decision-making

Figure 6.60: Decision Making

Through KM implementation within the organisation, it gets easier to take decisions because
the tacit and explicit knowledge is under the control of the organisation. When employees
have effective knowledge, then it gets easier for managers to trust on their employees and

give them the authority to take decisions.
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Intellectual Property Right Management
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Intellectual property rights management
Figure 6.61: Intellectual Property

Intellectual property right management leads to improvements within the organisation based

on KM. It expands the scope of the organisation to innovate and perform well.
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Faster Response to Business Issues
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Figure 6.62: Response to Business Issue

Through effective KM skills and strategies, it is relatively easier for businesses to respond
towards issues. This develops a confidence in employees to manage their skills and perform
according to management’s demands. It helps management to overcome challenges and helps
in maintaining their competitive advantage. Issues can easily be addressed by tracking old
information, which helps in knowing that previously how organisation dealt with the
problems. From the employee’s point of view, their companies do understand the KM

practices can help them to solve their issues faster, but they fail to adopt such strategies.

6.3.3. Conclusion of Quantitative Analysis

The overall discussion of quantitative analysis shared the understanding on the factors that
are involved in the implementation and weaker performances of KM in these companies. It is
seen that when KM strategies are implemented within any organisation, then they are able to
perform well because it gives them scope of working in broader spectrum by analysing and
utilising their best resources. These resources are their human resources. If employees within
the organisation are skilful and equipped with latest knowledge, then it is relatively easier for
them to add more into their system. This also encourages employees to learn new techniques,

which can help them to expand their scope and performances based on their results.
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Moreover, through KM, it becomes relatively easier to share knowledge. However, these
companies are not sharing knowledge and do not have proper means to share knowledge.
Sharing knowledge also makes an organisation internally capable to overcome their conflicts
and issues, which involves the sharing of knowledge from top-to-bottom, as well as bottom-
to-top sharing knowledge. Such system encourages strong and creative decision-making
instead of executive’s decision-making. It encourages employees to understand and analyse
problems where they can add something new to information, which a senior manager cannot.
Moreover, such system also helps in promotions and benefits for the right person within the
organisation. However, these companies are not using knowledge effectively, which is

reducing the interest and efforts of their employees in achieving results.
6.4. Discussion of Qualitative Analysis

6.4.1. Knowledge Management — Importance of Knowledge Management

In order to make the company successful the top managers need to formulate those strategies
that can help in managing the internal and external operation. The successful strategy results
in the future sustainability and effective performance. The strong and effective
communication between managers and employees boost the employee’s attitude and
behaviour towards the organisation. When the employees are satisfied and motivated then

they perform outstandingly.

The managers need to treat the employees in an ethical way. The managers can provide
leadership tools in order to share knowledge and enhance knowledge management activities.
If the managers are not communicating with employees then it is difficult to formulate the
right strategies and keep the employees on track. The managers need to adopt a proactive
attitude in order to choose the right strategy at the right time. The trust among managers and
employees is the most important factor in order to carry on knowledge management
activities. Therefore, the managers can ask employees to work in a team and perform tasks. In
this way, the team building activity will help employees in sharing various knowledge and

they will learn new ideas.

The culture of an organisation needs to be flexible and informal. The informal culture will
provide benefit to employees to move freely and perform their job. Moreover, when the
managers are communicating with employees then the employees feel empowered. The

recognition given to employees at work place makes them committed and loyal towards the
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organisation. The managers need to satisfy employees to gain their trust and commitment.
The commitment of employees will result in decreasing the turnover ratio. The managers can
change the culture of organisation through various projects of knowledge management. The
new strategies need to be adopted in order to make the employees aware of new technology
and information. The up-to-dated information will result in employee development. The
leadership skills in top managers can motivate employees and make them passionate towards
career development and achievements. In this way, the employees reward the knowledge

sharing and help their colleagues in various challenging tasks.

6.4.2. Knowledge Management — Internet, Intranet and Extranet as a Source of
Knowledge Sharing

In order to collect the information it is important to keep in view all the internal and external
operations. The organisation needs to keep it connected with the suppliers, distributors etc.
The connection between each department helps in sharing the knowledge and gaining
information. It also reduces the difficulty in work and the employees can recall or access data
at any time. The managers need to consider each thing in mind, which is related to the
organisation. The user-friendly interface will help employees in using it effectively. The
managers need to integrate the current technology with knowledge management projects. The
industrial and product life cycle will help in making the development process easily. The
management can measure the employee’s performance through KPIs because it will help in
measuring the performance of employees at work place. In this way, it will help in long-term
relationship with employees (Torun, 2009). The company can also incorporate the knowledge
with the vision and mission of the organisation. It will help in keeping the organisation on the

right path. Moreover, the clear strategies and vision will help in achieving the goals easily.

The team performance will also help in decision-making. The employees can make better
decision when they are mutually concerned with each other. In team, the employees share
innovative and creative idea, this results in better decision. Moreover, it also benefits those
employees that are facing difficulty in performing their work. The cooperation given by
colleagues helps weak employees and motivates them towards accomplishing their goals. In
this way, the employees build trust and faith on each other and it helps in increasing the

organisational performance (Mertins, Heisig and Vorbeck, 2003 ).
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6.4.3. Knowledge Management - Structure of Organisation and Knowledge
Management Activities

The effective structure of organisation will help managers in operating p [properly and
enhancing employee performance. The organisational structures are usually formal or
informal. The knowledge management activities are directly linked with the organisational
culture and structure. The flow of knowledge is based on its structure. The culture of the
organisation must be flexible and informal. In this way, the managers will easily understand
the knowledge dynamics and recognise changes. The formal structure will separate the
managers and employees and it will result in affecting the flow of knowledge. Therefore, the
decentralised structure is the efficient structure for knowledge management activities. The
informal structure will provide opportunity to employees to share their views and interactions

with their colleagues.

The knowledge management help business in creating the value among competitors. It also
provides benefits through training the employees and providing them job security. The basic
objective of knowledge management is to save the time of employees and use the resources
in an effective manner. The sharing and receiving knowledge with employees will help in
building good relationships. The managers need to analyse the problem and access the
knowledge management tools in order to develop the best solution for any problem. The
proper implementation of the problem will result in accurate result. The managers can
evaluate result to check if it is according to the need or not. In this way, the updated system
will help in identifying the problems easily and timely. The implicit and explicit knowledge
will help managers in making the decision and it will result in the proper knowledge

acquisition (Montano, 2005).

The strategies such as intranet and extranet can be adopted in order to flow the knowledge
inside the organisation. The proper flow of knowledge will help in utilising the IT
capabilities. The organisation needs to hire information technology professional in order to
design the most effective system. The knowledge management tools provide benefit to
organisation to improve their quality and working abilities. This will also result in the
successful growth and maximise the profit of the organisation. The positive knowledge
sharing will create a positive effect on organisation and it will reduce the turnover ratio. The
employees of the organisation will get loyal towards work and it will develop the employee’s

capabilities and skills for future betterment. The organisation can recognise the top and
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talented employees through evaluating their progress. The rewarding system will help in

empowering the employees and providing them job security (Sejdija, 2012).

6.4.4. Knowledge Management — Skills and Capabilities Required in Problem Solving

Problem solving is one of the day-to-day activities of employees within the organisations. It
is their duty and responsibility to deal with problems and find better solutions that can help
organisations to improve its performances. However, for effective problem solving, it is
essential for employees to have desired and required capabilities. Such capabilities help them
to solve problems quickly and motivate them to perform well. KM is one of the essential
parts of the organisation, which requires strong control and rapid change management skills.
An organisation can bring new knowledge only when they are able to accept change because
the sharing of knowledge involves various dynamics, which means that with time the quality,
nature, relevance and quantity of information can change. This means to bring that new
knowledge within the organisation, it is important for employees to accept change and

manage it effectively (Dutrenit, 2000).

Skills and capabilities to help employees to deal with problems and solve them by showing
their accuracy in performances. It means that an employee who is well skilled and with
prompt capabilities can deal with problems by finding new ways to resolve it. An effective
employee is also the source of generating more profit for the organisation because their
performances contribute more to organisational decision-making. Hence, to support his or her
knowledge with strong sources and evidences, it is effective to bring knowledge management
practices within the organisation. It can help employees overcome their weaknesses by
knowing and finding out the effectiveness of knowledge. Sharing of knowledge also helps
them to understand that how past employees and top management makes decisions, what
trend does company follow, how companies compete with its rivals based on their
knowledge, skills and capabilities and how knowledge can help a company to manage and

strengthen its internal control (Dutrenit, 2000).

Strong skills and capabilities help an employee improve its position on job. It encourages
them to contribute their share of knowledge with their supervisors and managers for decision-
making or suggestion building. A company can also improve its knowledge management by
sharing the information through vertical and horizontal channels of the organisation. It
encourages strong coordination between these channels because generally, it is seen that there

is little control and coordination within horizontal and vertical structure of the company.
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Hence, to enable their proper integration, it is essential to share knowledge with every
department of the organisation because through this, an organisation can bring new methods
and techniques to deal with problem with proper collaboration and coordination (Dutrenit,
2000).

6.4.5. Control and Coordination within Employees and Managers through KM

Control and coordination are the prime focus of knowledge sharing because knowledge is
shared in order to coordinate with others so that they can contribute their part in decision-
making. A decision-making within the organisation is difficult because it requires the
agreement of each authority and capable employee. Hence, when the knowledge is not shared
with them through proper channel, then it creates a situation of conflict within the internal
system. For internal system integration, it is important to enable effective coordination and
cooperation between employees, managers and departments because the basic reason of
implementing KM within the organisation is to improve the sharing of knowledge and

finding their contribution as meaningful for problem solving (Perezgonzalez, 2005).

Employees who can easily coordinate with their managers can establish an effective position.
It helps them to improve their listening skills and expands their learning outcome. Moreover,
the coordination between employee and manager helps in seeking solutions to the problems
quickly. It also helps them to coordinate with top management and makes their role visible

within the organisation (Perezgonzalez, 2005).

Through KM, managers can evaluate the performances of employees. It helps them to know
who the top scorer is and who is not. Moreover, it will also help them to improve their
learning skills and experiences. It provides a way for the company to understand what
specific training is important in order to develop strong skills within employees. It provides
them a way to develop their competencies and performing well. Training helps them to not
only enhance employee performances, but also help them to develop their career and trust on
the organisation. The core idea to enable coordination in employees is to develop trust and
commitment within employees to perform well. It helps them to cooperate with managers and
bring innovative working practices. It also helps them to follow proper mechanisms and

process to manage knowledge for problem solving (Perezgonzalez, 2005).

6.4.6. Effective Teamwork Performances through KM Abilities and Skills
Teamwork involves the communication and interpersonal skills development. It provides a

way for employees to connect their selves with other employees, which leads to effective
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work performance. Managing knowledge in teams can be relatively difficult, but once the

knowledge is managed, then it is easier for them to perform well. In knowledge management

abilities and skills, the first most important skills are of conflict resolution between team

members (Stevens and Campion, 1994). These skills involve (Stevens and Campion, 1994):

The knowledge management skills and abilities encourage the desirable conflicts
within the team, but all undesirable conflicts are discouraged because it creates a
situation of conflict for long term and may affect the results.

The knowledge skills and abilities help teams to identify the intensity and the sources
of any conflict, and help them to employee effective strategies of conflict resolution.
The effective KM skills and abilities in team helps in employing a win-win situation
where all the employees are happy and satisfied with the results and solutions they
receive. It discourages win-lose situation, which is traditionally followed previously
by these companies because the managers mentioned in the interview that previously,
the organisation was following traditional system, but now new methods are

introduced.

For teamwork, the second most important skill required is about So/ving problems

collaboratively. It involves the following important aspects (Stevens and Campion, 1994):

Through effective KM, teams can work in a participative style to solve problems
instead of authority. It encourages teams to utilise their potentials in order to
participate in decision-making and problem solving.

Through KM abilities and skills, it is easier to understand the obstacles that team
faces in collaborative problem solving and implementing active measures to deal with

the problems.

The third most important aspect of KM skills and abilities in teamwork is communication.

Effective and uninterrupted communication helps employees to perform well. It includes

following aspects (Stevens and Campion, 1994):

Through communication, it is important to understand the importance of decentralised
controlling because it helps in enabling direct coordination with network members

and strengthen the communication.
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e KM skills and abilities help companies to communicate supportively and openly,
which involves congruent, owned, event-oriented, conjunctive and validating
communication.

e Effective skills of KM help an individual in the organisation to develop effective
listening skills because it is seen that most of the conflicts occurs when one is unable
to hear things effectively.

e KM skills and abilities promote verbal and nonverbal messages understanding. It
means that through KM, one can understand how important communication is in
solving problem and maintaining the harmony within the internal system.

e As, KM involves the preservation of knowledge, which means that for employees past
records and performances of effective candidates can help them to know how they
performed within the organisation. It is also one of the effective techniques to share

knowledge and practices.

The last important aspect of KM is related to the self-management skills that an employee
needs in order to improve their performance within the organisation. It involves the following

aspects (Stevens and Campion, 1994):

e Performance management through KM as it is earlier discussed that it is very
important. Through KM, an employee can manage their skills and set their goals
accordingly. It provides them a path through which they can become successful. It
helps them to evaluate their performances and provide feedback based on it.

.o Self-management skills in employees through KM help them in coordinating and
making plans related to the task. It involves the synchronisation of information and
interdependency of each employee on another in a team. It also involves the help that
each member is given to another member of the team in order to overcome their

weaknesses for balancing their workload.
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6.5. Conclusion

In concluding the discussion, it is analysed that knowledge management plays an essential
role in the business success. It helps organisation in achieving the competitive edge and
giving competition to other companies. The knowledge management activities also provide
an opportunity to keep an eye on other competitor’s performance. Moreover, the organisation
can maximise its profit and gain market share through focusing on competitive strategies. The
modern information technology system will help companies in staying connected with
suppliers and other department through intranet and extranet facilities. The managers can also
adopt various programs to keep the employees engage in work. The training and development
program can be offered to employees, so that they can enhance their existing and future
skills. The knowledge sharing among employees will make them proactive and it will help in
accomplishing difficult task. The informal culture of the organisation will provide
opportunity to employees to enhance their decision-making capabilities. The managers need
to interact with employees in an effective manner. In this way, the managers will build strong

relationship with employees and gain their commitment.
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CHAPTER SEVEN: CONCLUSIONS AND IMPLICATIONS

7.1. Conclusions

This thesis has shown the importance of the BOKMISO framework. The integrated social
ontology components adds value to the knowledge management within a business
organisation. The first part of the framework development was to identify the major
components of the framework from the literature survey. This framework was evaluated
through case studies and the final BOKMISOf was presented as shown in Figure 3.1 and the
Social Ontology shown in table 3.1 The practices of business and organisational
performances are based on various tools and techniques that combine to add value to the
overall results. It provides a wide scope for management to understand what specific

techniques they can use, which can help them to improve their abilities and strengths.

In current business practices, it has become essential to develop competitive advantage in
working style and structure of the organisation because it provides motivation to internal staff

to grow and expand their vision by achieving organisational objectives.

For organisations, each working procedure follows certain criteria, where it is important for
them to adopt some practices. Similarly, to achieve strength and success, it is important for
organisation to develop strong working rules, practices and methods to perform well. A
management of the organisation should know what to perform, how to perform and who will
be responsible if performances are not up to the mark. Based on this, some management
practices are adopted that helps in improving overall organisational skills and development.
These practices involve conflict management, stress management, employee management,
task management, time management, team management, but among this, the only practice
that supports all these management skills is of Knowledge Management. KM is one of those
practices that share a wide scope of knowledge among employees and other organisational
member in order to improve their efficiency and effectiveness. From the literature review of
the research, it is identified that KM is not only the management practice, but also a set of
complete information, which provides a vision to the organisation to understand how goals

can be attained based on specific KM skills.

After extensive research and exposition of information, it is identified that KM plays an
integral part in organisational management strategies and it is important to address the social

aspects. It was previously seen that organisations used to work under controlled system where
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information sharing was discouraged, but now, sharing of information and knowledge help
organisations to develop their competitive advantage by enhancing skills of their employees.
Sharing of knowledge leads to creative ways of problem solving and decision-making. It
helps in linking executives with employees so that the goal of the organisation can be
communicated easily and fluently. Understanding of the social aspects strengthens these

issues further.

Knowledge sharing not only adds value to the organisational performances, but also improves
the quality of information, implementation of rules and formulation of active quality
measures, which provides help to individual’s performances. It does not standalone to
improve organisational practices, but also contributes to the improvements and utilisation of

IT system within the organisation.

In the literature, the concept of tacit and explicit knowledge was also discussed, which in
conclusion proves that these types of knowledge provides benefit to the organisation and
helps to improve the quality of information they have in order to deliver better and efficient
results. It provides help to management to improve their conceptual skills, operational skills,
systematic skills and empathy-based skills, which develop their concern towards
organisational goals and objectives. Explicit knowledge help organisations to understand
their performances based on evidences, verbal and non-verbal means. It involves meetings,
reports, and documents, etc, which help employees to know how they can deal with the
situation effectively, whereas tacit knowledge involves intangible information, which is
gained from experiences of others. This altogether helps management to understand how the

problem can be resolved by considering past records and experiences.

To prove the importance of KM and social issues in the organisation, 4 main hypotheses were
generated. Each hypothesis shared strong link with KM and helped in understanding the
intrinsic and extrinsic importance of knowledge within the organisation. Following are the

details of the hypothesis:

e There will be a positive relationship between organisational culture, KM and
social issues of the organisation.

This hypothesis shared the relationship of organisational culture with KM of the organisation.

In this hypothesis, the formal and informal structure of knowledge is discussed. It was
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identified from data collection that formal and informal ways of sharing information and
communication creates a positive impact on organisational cultures, which means that KM

improves when employees are ready to share information in either ways.

It further discussed the link of controlling within the culture and KM of the organisation.
From the data analysis and results gathered, it was seen that when organisation tends to form
a control on employees, then employees lose their focus and unable to perform well because
they are in pressurising situation. Such situation creates a negative impact on KM of the

organisation.

The third relationship that was formed in this hypothesis based on the sub-hypothesis was of
authority. From data analysis and specifically interview, it was noted that when employees in
the traditional working style were controlled and authority was on them, then they were not
performing well. However, in new management style, employees are interested to perform

well.

In the fourth sub-hypothesis, the relationship of open culture is discussed with its link to KM
of the organisation. It is seen that in open culture, employees are able to perform well, but
sometimes, open culture also gives freedom to employees, which they exploit. Hence, open
culture needs to have some limitations. However, from data analysis, it is identified that open

culture is unsupportive to the organisation’s management.

The fifth sub-hypothesis discusses the sharing of information and its positive influences on
organisational culture. From the data analysis, it is identified that information sharing should
be the part of the organisation, but not all the information is relevant for employees. Hence,

sharing of information needs to be filtered.

e There will be a positive relationship between organisational structure, KM and
social issues of the organisation.

The second hypothesis discusses the link of organisational structure with KM of the
organisation. In this hypothesis, the first sub-hypothesis discussed is the workflow within the
organisation. It is seen that when workflow is continuous, then organisation is likely to
perform well, but when the workflow is interrupted, then it gets difficult for employees to

perform within certain circumstances.

296



The second sub-hypothesis is based on tacit knowledge and KM of the organisation. As it is
discussed, earlier that tacit knowledge involves the experiences and overall supportiveness
from those who have knowledge. However, in this research, the information shared by the
respondent’s exhibits that tacit knowledge is weak in these organisations and nobody share

their experiences and suggestions to them.

The third sub-hypothesis is based on knowing the importance of explicit knowledge. As it is
discussed earlier about explicit knowledge that sharing of information through documentation
help employees to know how effectively they can perform well. However, in these
organisations i.e. Zaen, Mobaily and STC, it was seen that management do not share explicit
knowledge with employees, which reduces their scope and knowledge to deal with critical

situation.

e There will be a positive relationship between KM strategies and KM of the
organisation.

The hypothesis is linked to the KM strategies and KM of the organisation. In this hypothesis,
the first sub-hypothesis is the codification of knowledge. It is seen that knowledge
codification involves the proper ways of sharing knowledge. From the data analysis, it is

identified that knowledge codification is supportive in these organisations.

The second sub-hypothesis defines the link of KM mechanisms and process with KM of the
organisation. It is seen that respondents mentioned that KM process and mechanisms are

unsupportive to the organisation.

The third sub-hypothesis is based on explicit knowledge and its link to the KM strategies. In
this hypothesis, it is identified by respondents that explicit knowledge is the part of KM

strategies, which supports the organisation to collect information and share it with employees.

The fourth sub-hypothesis involves the sharing of knowledge within KM strategies. In this, it
was seen that knowledge sharing is important because it help organisations to share
information and identify better solutions, which can help to boost the growth of the
organisation. The respondents mentioned in the data analysis that their organisation share

knowledge.

The fourth sub-hypothesis explains the link of KM strategies and IT in KM of the

organisation. It in today’s business practices plays a vital role in performing business
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activities. It enables the organisation to acquire advance information, which provides benefits
to employees and management. However, from the data analysis, it is seen that there is an

ineffective use of IT in these organisations.

The fifth and last hypothesis discussed the relationship of KM with mentoring. From data
analysis, it was seen that respondents agreed that there is project mentoring done by the

organisation, which help employees to deliver effectively.

e There will be a positive relationship between KM tools and mechanisms and KM
of the organisation KM and social issues .

The last hypothesis is based on KM tools and mechanisms, and its link to KM of the
organisation. In this hypothesis, the first sub-hypothesis is linked to quality management.
Knowledge is incomplete unless the quality is good. Hence, to share knowledge and utilise it,

it is essential to use quality knowledge, which helps in providing better results.

The second sub-hypothesis is based on organisational improvements. In this hypothesis, it
was discussed that KM tools and mechanisms helps in improving the organisational results.
The data analysis revealed that tools and mechanisms do create a positive impact and forms a

relationship between organisational improvements and KM of the organisations.

7.1.1. Findings Related to Research Questions

The findings related to questions summarised that what is achieved from the overall research
and how these questions helped in collecting data and presenting it. The main themes
generated for the research were organisational culture, collective identities within the
organisation, KM strategies, tools and practices. Following is the analysis and conclusion on

each question of the research:

7.1.1.1. Research Question 1

How do the issues of collective identities within organisations affect KM in
organisations?

This research acknowledges that there are various issues related to collective identities within
the organisation, which affects the KM in the organisation. These identities involve
employees, managers, knowledge management practices, IT, culture, and workplace norms,
values etc. These identities either promote KM within the organisation or affect the overall

knowledge of the organisation. However, to resolve these issues, it is essential for the
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management to understand the best practices they can adopt in order to avoid the hindrance in

KM approaches towards the organisation.

The results revealed that in telecommunication industry in Gulf States, the sharing of
knowledge involves various barriers in which availability of information and concern of
management is at top of it. According to the data gathered, it is identified that employees are
ready to perform well, but management is not providing them resources to improve their
standards and performances. Hence, it is important for management to give priority to
intrinsic and extrinsic information for better work and practices. Use of IT can provide an

effective solution to telecom industry to share knowledge.

7.1.1.2. Research Question 2

How do social issues within organisations impact on KM in Saudi telecommunication
organisations?

From the data analysis, it is seen that in Saudi telecommunication organisations, social issues
creates a wide impact on them. It involves the authority and differences in the status, lack of
coordination between top management and employees, strict control and weak provision of
resources. These issues combine to affect KM implementation within the organisation. The
data analysis also revealed that trust is one of the strong elements in Saudi society. The
management trust on employees and employees need to trust on management. This reciprocal
relationship often leads to some disagreements and dissatisfaction. Similar in the case of
these companies where employees are working, but they are not satisfied with the training
they receiving from the organisation. According to them, organisation is just fulfilling their
responsibility to train employees, otherwise there is no proper training given to them, which

helps them to improve their knowledge.

7.1.1.3. Research Question 3

How is KM reflected in the organisational context, structure and culture of Saudi
telecommunication organisations?

In the data analysis, it was studied that the organisational culture plays a crucial role in the
Saudi telecommunication organisation. The internal operation of business can only be
operated through adopting an appropriate organisational culture. The managers can direct the
employees towards work when they are providing them job satisfaction. The KM

implementation is only possible when the organisational structure is informal and the
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managers are coordinating with the employees in an ethical manner. The interacting between
management and employees results in effective and strong decision-making power.
Moreover, due to interaction with the employees share various creative ideas, which results in

organisation successful.

The organisational culture can provide an opportunity for employees to grow further and
enhance their career. The implementation of KM activities will make the employees
proactive and they will keep themselves engaged towards work. Moreover, this will also
reduce the turnover rate and employees will get loyal towards the organisation. The
interaction between managers and employees will make employees motivated and they will
share their views with top-managers. In this way, the employees believe themselves as an
important asset of an organisation. In the analysis, it was identified that the participatory
leadership style was more efficient than autocratic because employees wants to share ideas

freely and carry on the KM activity.

7.1.1.4. Research Question 4
What are the specific social, and business organisational issues preventing the effective
application of KM system in these areas?

The economic, social and technological barrier may influence on the effective implication of
KM. In the analysis, it was studied that the telecommunication organisation are not adopting
modern technologies that is resulting in poor business operations. Thus, in this way the
organisations are not focused on implementation of KM system. However, the proper
implementation of KM can provide an opportunity for business to grow further with unique

qualities.

The technological barriers may result in low innovation in telecommunication industry. The
organisation is not focussing on innovative technologies. The companies are more concern
towards their traditional methods that is resulting in business ambiguity. Moreover, due to the
family oriented background the female is not allowed to work. The inflation ratio also results
in economic barrier. Moreover, the company is not focusing on investing in R&D due to the
heavy investment amount. However, if the companies invest in R&D than they can easily

adopt the KM activities that can help them in future business success.
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7.2. Theoretical Implications

According to King et al., (2002), KM is one of the integral parts of the organisations strategy,
which is discussed in earlier chapters. It is not only important, but relevant to the telecom
industry as well because the companies within this industry are discovering their potential
and aims to develop their competitive advantage through proper KM solutions. In current
context of the organisations, KM is embedded in their practices and culture because if they
were unable to understand the importance of knowledge, then they would not be able to

perform well. Based on this, following are the theoretical implications:

Firstly, this research is based on understanding various types of knowledge, which include
collaborative and cognitive model of knowledge. In this model, various knowledge types are
mentioned; however, to narrow the focus of the study and making it precisely relevant for
telecommunication industry of Gulf States, the type widely discussed and tested is tacit and
explicit knowledge. These types helped in understanding that how one can utilise knowledge
and implement in on their organisation. Moreover, it also suggested that applying tacit and
explicit knowledge could help organisations to share experiences and training their
employees based on their own organisational cultural norms and values instead of giving

examples about others. Hence, to support this H; and H, were designed.

Secondly, the empirical support for the proposed research framework is based on the
metaphor of triangulation in a mixed approach. The interviews, questionnaires were used in
order to conduct the research. The mixed method approach was used in order to study the
quantitative and qualitative data because this research is based on both primary and
secondary methods. Moreover, thils research also shows that it has potential to be generalised
to nationwide general organisational study. The participants were approached ethically.
Moreover, the collection of data was faithful and no data duplication was done. The
participants were provided time in order to answer the questionnaire. The interview was

based on simple and clear language.

Thirdly, the comprehensive research framework is empirically examined with the
telecommunication industry in context of the Gulf region. The research findings and analysis
provides the evidences, which support the validity and reliability of the research framework.
The majority of elements and factors in the framework are able to show the implementation
of KM in telecommunication industry. Therefore, it is claimed that this research is

comprehensive research, which can be used further to investigate the determining factors.
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Moreover, it will help in adopting various technological factors that will help in further

innovation.

7.3. Practical Implications

The practical implications involve those propositions and suggestions, which can help the
telecom industry to improve their KM skills and strategies. It provides a scope to companies
to understand what improvements they can bring within their system, which can help them to
become efficient and helps them in developing their competitive advantage. Integrating the
social ontology to their KM provides a more in-depth understanding of their organisation.

Following are the practical implications for this study:

Firstly, for telecommunication industry, it is important to set certain norms, which involves
the effective utilisation and implementation of KM within their systems. If industry itself will
understand the rising need of KM, then it would be relatively easier for companies to perform

well. Moreover, it will also help them to compete with other related industries.

Secondly, as telecom industry contributes one of the major shares in GDP, hence; for this it is
important to make reforms at governmental level for this industry. If government will

understand the importance of this industry, then the investors will likely to invest more in it.

Thirdly, employees within the industry should be obligated to have strong knowledge based
skills, which involves communication skills, self-management skills, stress management and
other relevant skills. This will help the industry to induct effective candidates who can

contribute through their effective skills.

Fourthly, the improvement in IT system will help in providing the up-dated system to
employees. The employees will feel convenient in working and they can access the data
anytime. The KM implementation will also make the employees proactive and the employees
can easily record and access the data. Moreover, various systems such as ERP and MIS will
help in sharing the knowledge within the organisation and with suppliers. The knowledge

sharing will provide an opportunity to operate the business ethically.

Fifth, the explicit knowledge plays a crucial role in knowledge sharing. The explicit
knowledge needs to be protected in order to save the personal data of an organisation. The
protected knowledge will help the telecommunication industry in keeping their records secret.

In this way, no one can copy it and gain the advantage. Moreover, the dealings in
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telecommunication industry are extremely professional because it connects the industry

around the world. Therefore, it is necessary to keep the protected knowledge.

Sixth, in the telecommunication industry the information sharing through electronic means
are very common because the companies are connected with each other. Therefore, in this
industry there is rapid sharing of knowledge through electronic means. The information
shared through the internet will help in communicating with individuals at a distance and it

will reduce the time and cost as well.

The teaching of KM at initial level will help an individual in adopting it in their professional
career. Therefore, in order to keep the country growing then the government needs to focus
on teaching KM through academic life of a student. This will make the student familiar with

those tools that are necessary in knowledge sharing.

This BOKMISOf is currently being being used by the Saudi telecommunications company
STC to establish a more effective knowledge management systems within the company and

especially for more effective knowkedge sharing.

7.4. Recommendations

Following are the recommendations that can be applied at company level. These
recommendations can be followed by the company, which can help them to improve their

performances and compete with their rivals within the industry. It includes:

e The management needs to adopt a participatory style in order to communicate with
the employees in an effective way. This will make the employees motivated and they
will become empowered towards their job. This will not only help in making the
employees focus towards work but in telecommunication industry, it will help in
dealing with the customers in an effective manner. Moreover, the managers can also
ask employees to work in a team and perform their task. This will help in making the
employees concerned towards other colleagues.

e The managers can also provide various training programs to employees. The training
provided by an organisation helps in making the employees proactive and they build
their career through various trainings. The managers can also offer workshops

programs and seminars. This will result in knowledge sharing and employees will be
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able to communicate their ideas. The KM implementation can be done through
providing a training program in, which the managers can provide a brief detail about
KM activities. This will make the employees understand the importance and need of
KM in telecommunication industry. The success of other organisations can also be
discussed in various seminars in order to empower the employees for effective
organisational performance.

The recruitment needs to be done according to the skills and abilities of employees.
The managers need to hire those employees that are talented and proactive. Therefore,
such employees will perform outstandingly and it will help in making the business
successful. The managers can provide a complete job description to employees, so
that they can hire the correct and relevant employees.

The IT based technology needs to be adopted by the company in order to keep the
organisation information up-to-dated. The effective tools such as ERP and MIS
system will help in sharing the information in the organisation. Therefore, the
employees can easily access and record the data without any trouble.

Moreover, the culture of the organisation also depends on the implementation of KM.
The formal culture may de-motivated the employees and the employees may reduce
their performance towards the organisation, hence, the mangers needs to be informal
so that they can communicate with the employees and share the information.

Applying the use of e-commerce can be one of the gateways to connect the company
with the rest of the world. It is widely noticed that the world is getting connected by
the means of internet; hence, based on this, it is effective to use e-commerce facilities,
which can help companies to understand how effectively they can manage knowledge
and most importantly, it involves effective sharing of skills.

Amendments should be done in the structure of the organisation where designations
should be assigned based on person’s skills, experience and knowledge, not based on
age and authority. This will help in connecting right person with the rest of the
management, which enables the smooth flow of information.

Company should make investments in improving the infrastructure and development
if IT. Investment on infrastructure will provide a better scope to the business and
motivates them to perform well. It will also help them to develop their competitive

advantage.
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e Organisations should address the social issues identified in the developed social

ontology to add value to their KM and hence improve organisational behaviour.

7.5. Future Direction

The scope of the research can be expanded in near future. as, this research is based on wider
sharing of information related to KM; hence, in future the focus could be towards specific
variables and factors related to KM or the industry could be different. In future, the research
can discuss the impact of tacit or explicit knowledge on telecom industry of the Gulf States.
Moreover, it can also discuss the link of employee retention with KM there are various other
factors that can be discussed in future, but it will require an in-depth analysis by researcher to

understand and choose the right variable that can help in performing the research.

Moreover, this research can also discuss in context with the customer satisfaction. As, in the
telecommunication industry the customer satisfaction plays an essential role. Therefore, the
employees can only satisfy the customers when they are loyal towards the organisation. The
managers need to adopt those practices through which they can empower the employees. The
satisfied employees will result in effective service quality. If the employees are well trained

then they deal with the customers in an ethical manner.

The research can also expand further in the research and development factors. This plays an
important role in telecommunication industry because the success of an organisation is based
on the effective business operations and offering. The focus on R&D will help in innovating
new techniques and tool for success. Moreover, the customers of a company can also be
approached in order to gather their views regarding the customer satisfaction. This research
can also expand in team building and leadership tools. The team-building tool will help
employees in keeping themselves engage in work. It will help in studying those strategies
through which managers can enhance team-building programs. The strategies that are related
to organisational culture and structure can also be discussed further. This will help in

knowing that what hierarchy can be suitable for implementation of KM activities.

In future, further open-ended questionnaire could be used, which is discussion based. In such
questionnaire, it is easier to understand the perspective of employees and managers towards
KM practices and social ontology development. Moreover, secondary data can also be used,
which is based on the research work of others. Such data will be helpful to understand the

research issue based on empirical evidences from governmental reports, industry evaluation
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reports and company yearly books. This altogether can provide a better scope to future

researcher to understand what can be added more and needs to be eliminated.

The social ontology could be developed further and evolve over time. This will add a richer
understanding of an organisation as the social dimensions will be included in managing the

knowledge within an organisation more effectively.

7.6. Research Limitations

The research is limited to the telecommunication industry because in Gulf region it is one of
the fastest growing industries. The reason that this industry was chosen is due to its nature
and subject. The knowledge management was chosen in order to know those factors that are
essential to organisational success and future stability. The knowledge management activities
help organisation in operating the business effectively. Therefore, this research is limited to
those factors that are related to knowledge management implications. The employee’s views

are also studied in this research in order to know the behaviour of employees towards the

KM.

In the analysis, the variables that are related to the business operations are discussed. The IT
system and organisational culture are also studied in this research. In the analysis, the views
of participants show that the IT system is one of the effective tools in order to keep the
organisation up-dated. Moreover, it also helps in intranet and extranet activities. The data
collection of this research is limited to the questionnaire and interview. The employees are
selected in order to gather the data regarding the knowledge management activities. The Gulf
region was selected for this research due to the attitude and behaviour of employees in
telecommunication industry. The qualitative and quantitative data were gathered in order to
present the research and make it effective. The perception of employees was collected in
order to know the status of Knowledge management activities in their organisation. The

theoretical framework was based on triangulation and mixed methods.

The Social ontology that was developed in this thesis is the first of this kind and this can be
developed further through more research and cases studies. Also the Social ontology had a
hierarchy of categories of society, organisation, group and individual. It was not in the scope
of this research to develop the social ontology for the society category, this can be done in

future.
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7.7. Understanding Business Organisation Knowledge Management
Integrated with a Social Ontology.

In this research, various theories models and techniques were discussed in order to explore
the knowledge management activities and social issues within an organisation. The literature
and theoretical framework helped in understanding the dependent and independent variables.
Moreover, the relationship between dependent and independent variables were also studied.
One of the main factors in the implementation of BOKSIMO framework is the organisational
culture. The culture of an organisation helps in monitoring its overall activities and
employees. An effectively managed organisational culture provides an opportunity for
business to direct the behaviour of employees towards work. BOKSIMOf also proposes that
the strategies and leadership tools help in innovating new ideas. The team building strategy
offer employees to work together and share the knowledge with each other. BOKSIMOf
shows the link between knowledge management strategies and innovation. The social
ontology aspects of the BOKSIMOf helps to develop better human resource management
also helps in knowledge sharing activities. The effective strategies of human resource
management can lead to better idea generation. Moreover, it also helps in recognising those
resources that are available to utilise in future business development. The commercialisation
helps in planning the business operations and selecting the proper structure. The BOKMISOf
framework takes into consideration various Knowledge Management issues and variables
found in a variety of KM framework found in literature. BOKMISOf is based on prioritising
the strategies that are made by the management. The management ensures the effective
organisational performance. Knowledge management not only helps in making the business
successful but it also helps in understanding the weaknesses in business through aligning the
practices of organisations with business goal and strategy. BOKMISOf also discussed that the
assessment of organisational performance which helps in business development and it creates
the business value among stakeholders. The BOKMISOf model was designed in order to
determine the success and failure of the company. It was identified that the traditional “hard™
management techniques is not efficient. It is more people oriented and it provides opportunity
to share the information between the people within an organisation. BOKMISOf proposes
that knowledge building helps people cooperate and helps them be more innovating and have
more creative ideas. BOKMISOf knowledge management activities also help in capturing
the customer’s knowledge and understanding their demand. In this way, the company can

create products according to the customers’ expectations and satisfy their needs. This will

307



help the business in adopting new techniques and giving competitive challenges to other

rivalries.

The BOKMISOf KM/OL (Knowledge Management/Organisational Learning) learning
components was designed to create the link between the knowledge management and
organisational learning. It combines the knowledge management activities with the learning
of the organisation. In this way, it was recognised that the information sharing helps in
making the employees learn new knowledge, tools and techniques. Moreover, the employees
enhance their intellectual abilities. Moreover, the employees also share up-dated information

within the organisation. In this way, it helps in increasing the knowledge of colleagues.

Integrating the social aspects into a knowledge management framework adds value in
understanding the organisation from the point of view of an organisation belonging to a

society and made up of groups and individuals.
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APPENDICES

Appendix 1

Questionnaire

Business Organisation Knowledge Management Integrated Social Ontology
(BOKMISO) Framework for the Telecommunication Industry in Saudi

Dear participants,

I am a PhD researcher in knowledge management Kingston University London. As part of
my research, | am conducting a research investigating ways in which knowledge management
and social determinants impact the organizational management within the telecommunication
industry in Saudi Arabia. | would highly appreciate your kind participation in this research
by filling in this questionnaire. Ethically, you have the right to withdraw from this
participation at any time. This questionnaire is intended to collect information concerning the
adoption of knowledge management implementation in telecommunication industry in Saudi
Arabia. Your responds are very important to the accuracy of the research. Please note that all
responses will be kept confidentially, and will not be used for any purpose other than

scientific research.

Thank you in advance for your appreciated help.
Munahi Alkahtani

Department of Information Systems

Faculty of Science Engineering and Computing
School of Computing Information Systems
Kingston upon Thames

KT1 2EE

E-mail: k0956438@kingston.ac.uk
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QUESTIONNAIRE

Name of company
1.8STC
2. Mobaily

3. Zaen

Please encircle the appropriate box wherever required.

Part 1: Initial Questions

1. What is the current status of Knowledge Management in your company?
a) Not in existence at all. b) Nascent stage
¢) Introduction stage. d) Growth stage

2. Does your company recognize knowledge as a part of their asset base?

a) Yes b) No ¢) Can’t say

3. What are the problems relevant to knowledge and knowledge management in your
company?
a) Lack of knowledge and information
b) lack of knowledge management
¢) Information overload

d) Loss of crucial knowledge due to a key employee leaving the organization

e) Lack ofuse of IT for the purpose of knowledge management
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,Whyat does you“r company think of Knowledge VM anagement (KM)?

a) Never heard of it.

b) Something they are already doing but not under the same name.
¢) Itis just a management fad.

d) It is strategic part of their business.

e) Something that could be beneficial for the organization

f) Something that can bring long term competitive advantage to the company

What do you think of stored knowledge in your comp'any?
a) It’s quite important, relevant and latest.
b) It’s quite important, relevant but not updated regularly.

¢) It’s just trivial, a part of formalities and of no use.

318



IMAGING SERVICES NORTH

"~ Boston Spa, Wetherby
West Yorkshire, LS23 7BQ
www.bl.uk .

* TEXT CUT OFF IN THE
~ ORIGINAL



~ IMAGING SERVICES NORTH

Boston Spa, Wetherby
West Yorkshire, LS23 7BQ
www.bl.uk

" ORIGINAL COPY TIGHTLY
BOUND



Part 2: Your Current Assessment

1 . Knowledge management in the company: strategy and sources of knowledge

management
—
Nestion 1 Strongly | Mostly | Some- Neither Some- | Mostly | Strongl
disagree | disagree | what agree nor | what agree y agree
disagree | disagree | agree
4
1 2 6 7
3 5
-

iﬂowledgc such as  problem
lving methods, and technical
tlls or know-how are well

Mified in our company

iy

Nowledge is codified and is
lared in form of documents and
nyals in our company

P

%ults of meetings and projects
't documented in our company

—

Towledge can be easily
‘tessed from proper manuals,

'd documents in our company

ormation technology such as
lernet and intranet are the
iree of knowledge sharing in
Ir company

P

i company offers support
L‘“iiugh information technology

Dport to facilitate collaborative
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work opportunities across time

and space
Our company facilitates
communication amongst

employees through information

technology

Search for and gaining access of
necessary information and
knowledge are facilitated through

information technology

Knowledge is systematically

stored  through  information

technology

Simulations and predictions are
performed through the use of
information technology in our

company

Question 1 Cont... Strongly | Mostly | Some- | Neither | Some- | Mostly | Strongl
disagree | disagree | what agree nor | what agree y agree
disagree | disagree | agree
1 2 4 6 7
3 5 A

Face to face meetings and
discussion are amongst the key
sources of knowledge acquiring

and sharing

Informal discussions and
meetings also serve as the source
of knowledge acquiring and

sharing

Mentoring is also a source of

320



S

owledge acquisition

£

L) .
Ompany has practices,
Tocesses, and mechanisms for

®ating new knowledge from

5Xisting knowledge
“mpany has practices,

Mcesses, and mechanisms for
Yowledge  acquisition  and

i{‘aring

%Ompany has practices,
Yocesses, and mechanisms for
Yowledge acquisition from
k)mpetitors

—

dmpany has practices,

?f%esses, and mechanisms to
ieantify and upgrade Dbest

§ﬂCtices

E&Epany has practices,
%Cesses, and mechanisms to
5hle and protect tacit knowledge
ithe individuals.

Ympany  make deliberate
‘;’ﬂeavof;rs to communicates the
Yortance of knowledge on all

Yels of the organization

N

Smpany has - practices,
*"Cesses, and mechanisms to
ategrata different types and
Yrces of knowledge

- ,
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2: Culture and knowledge management

Question 2

Strongly
disagree

1

Mostly | Some-
disagree | what
disagree
2
3

Neither

agree
nor

disagree

Some-

Mostly

Strongl
y agree

Employees has a purpose to, and
value knowledge management
and sharing of  best practices

and knowledge

Our company offers a supportive,
encouraging, supportive, and
open culture that facilitates

knowledge management

Employees believe that
knowledge management and
sharing of best practices is the

job of each and every individual

The prevailing belief is that
knowledge management is the
task that cannot be designated to

particular employees and experts

Individuals employees  are
encouraged to give their opinions
on different matters and make

autonomous decisions

Employees are not forced to refer
others for the purpose of reaching

a decision

Employees are not forced to
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bnsult their seniors to make

keisions

Elnp!oye:es are free to make
fcisions without approval from

leir supervisors

~
‘mployees can contact with one

Tother in both formal and
formal ways

——

hur company encourage

Olaboration and cooperation
Mongst employees both through

mal and informal ways

| —
Strongly | Mostly | Some- Neither | Some- Mostly | Strongl
ﬂhlEStion 2 Cont... disagree | disagree | what agree what agree y agree
disagree | nor agree
1 2 disagree 6 7
e 3 4 5
Mmployees including  top

nagement are helpful and

Ibportive
N—

:'ﬂp[oyces including top

lanagement can be easily access

.'\"‘-—

Mployees are  willing to
Mlaborate within and across
ms and within and across

|}
“partments

E“lploy'f:cs seem satisfied with
L’Eways and level of cooperation

'd collaboration
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Employees trust each other and

are trustworthy.

Employees show reciprocal faith

in each other’s ability
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3 Structure of the organization and knowledge management

"'7-__
destion 3

Strongly
disagree

Mostly
disagree

2

Neither

nor

Some-
what

Mostly

Strong|
Yy agree

b
he company has explicit work
lles and policies with a good

Sgree of autonomy
o

E'Tlployvf:es are not supposed to
llow the defined task
Tocedures rather the focus on
Hting the work done instead of

Mowing rules

he company does not rely on
et control and supervision of

ty-to-day activities

he employees are not forced to
tictly follow the organizational
erarchies rather they are free to

lake their own decisions

he company do not focus on
frtical integration and

trarchies

he company believes in

rizontal  integration  and
Nphasize less on hierarchies

S—
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Employees have autonomy to do

their work

Employees opinion are values
and they are encouraged to

participate in decision-making

Employees have the liberty to
find solutions of issues from all
the available channels and

sources
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4. How significant is the role that effective KM can play in achieving the best result in
terms of the following in your company?

@Jostion 4

Strongly | Mostly | Some- Neither | Some- Mostly | Strongl
disagree | disagree | what agree what agree y agree
disagree | nor agree
disagree
1 2|3 4 5 6 7
8

Mproving competitive advantage

S

Mproving customer focus

—

Inovations

S~
Mployee development

—
0st reduction

evenue growth

—
ktter decision-making

o
ltellectual ~ property  rights
'anagement

P—

ister response to key business
Sue

~—

proving quality

S

Mproving delivery

327




Semi-Structured Interview

Part 3: Semi-structured questions for interviews. Please prepare your ideas ready for an

15.

16.

17.

18.

interview, which will be conducted at your convenience.

What is the current status of Knowledge Management in your company?

Does your company recognize knowledge as a part of their asset base?

What does your company think of Knowledge Management (KM)?

What do you think of stored knowledge in your company?

What is the attitude of senior management in terms of KM?

Please describe the culture and employee habits within your company in relation with
KM. Does it support KM?

Please describe the culture of your company. Does it support KM?

What are the key cultural and structural barriers in knowledge management in your
company?

What are the different types of technologies used by the company?

What are the problems faced by your compaﬁy in using IT for Knowledge
Management? ~

Was there any training within the company, how often were these held?

What were the objectives of these training?

How issues are solved and what procedure is followed to solve these issues, and when
network members are contacted and who contact them?

Do you see any issues of time, cost and motivation in sharing information or
knowledge?

How decisions are made ie. does everyone in the organization has right to offer
opinion in case of strategic decisions? And.-what is the case while working in
network?

Are employees’ opinions valued?

In case of i'etiring employees, what are the mechanisms you apply so that organizatidn
do not face any issues?

What social issues do you think needs to be addressed by the organization?

Do you think that understanding of social issues within organizations would improve

the effectiveness and efficiency of the organization and how?
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Appendix Two

Interview Transcription

1-  What is the current status of Knowledge Management in your company?

Only activate formalities

Without paying attention to the knowledge and the company did not realize the meaning

of the importance of knowledge management as required.
2- Does your company recognize knowledge as a part of their asset base?

It is Present in the planning but did not do within the company and can say that it

practiced by the personal without Unregulated.
3- What does your company think of Knowledge Management (KM)?

Found within the plans and programs prepared in the company but did not work as

effective practical
4- What do you think of stored knowledge in your company?

Exists, but not utilized properly or Organizer While the existence of a great legacy of

experience and a long history of the company

5- What is the attitude of senior management in terms of KM?

Knowledge management in the past with the old management of the company is very
weak, but with the new administration is interesting and well directed towards activating

the role of the knowledge management.

6- Please describe the culture and employee habits within your company in relation
with KM. Does it support KM?

The new generation within the company can say that he understands and recognizes the
role of knowledge but the staffs of the ancient have no wish to rely on the concept of

~ knowledge and doesn’t support.
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7- Please describe the culture of your company. Does 'it support KM?

Existing culture is not supportive of knowledge management. But there is a directed
across programs posed by the company to change culture in order to be a culture of

support for knowledge management

& What are the key cultural and structural barriers in knowledgé management in
your company?

Many barriers, for example, to keep the employee experience or knowledge acquired by

the employee because, he believed that it kept Job security
9 What are the different types of technologies used by the company?

Electronic programs are used in the company in order to obtain information exchanged
between staff

10- What are the problems faced by your company in using IT for Knowledge
Management?

Incomplete and e-enabled programs within the company in the manner that enhance the

role of knowledge management

11- Was there any training within the company, how often were these held?
Are there training centres and training prograr;m But focus quantity, not quality
12- What were the objectives of these training?

Kind of formalities and not lead to the intended objectives in the strategic plan of the

company

13-How issues are solved and what procedure is followed to solve these issues, and
when network members are contacted and who contact them? '

In an orderly and software to help solve problems e.g. system
Help Desk

14-Do you see any issues of time, cost and motivation in sharing information or
knowledge? '
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15-How decisions are made i.e. does everyone in the organization has right to offer
opinion in case of strategic decisions? And what is the case while working in
network?

In the previous time and with the administration value was difficult to involve staff or
take their views but. With the new administration became possible in some things where
Create a forum for the exchange of views between employees and senior management in

the company
16-Are employees’ opinions valued?
Currently yes compared to the previous administration

17-In case of retiring employees, what are the mechanisms you apply so that
organization do not face any issues?

No storage of information when the employee retires. Company to lose all know when he

leaves
18-What social issues do you think needs to be addressed by the organization?
Psychological and financial problems and other family-related

19-Do you think that understanding of social issues within organizations would
improve the effectiveness and efficiency of the organization and how?

Yes understand the company helps to solve problems and this is reflected positively on

the job performance and employee satisfaction
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