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Abstract

The paper takes an in-depth look at knowledge mamagt, a comparatively new
business concept that is attracting the consideraf informed and global-oriented
companies because of its promise to introduce nglwmrents of flexibility and efficiency
in the entire business spectrum - from managenmaut and production to front line
activities. This paper explains how knowledge manaant benefits businesses and the
business community. It discusses how the need direaknowledge management in
numerous companies is understood and acknowleddedpaper studies that how often,
in practice, this understanding is misconstruedatéalse belief that sophisticated and
expensive information technology (IT) sufficesgood knowledge management. It looks
at the requirements of knowledge management andrahe played by business
intelligence in knowledge management. Further, dtiferences between organizations'
actual and perceived success in knowledge managearediscussed. The paper further
examines how success, deemed as a firm's abiliget@rate sustainable growth and
profits, is determined not only by knowledge manag@ but intricately linked to the
humans who seek straight forward business solutiand constructively counter
challenges.
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1. Knowledge Management (Km): An Introduction: KM is the process through
which organizations produce value from their cesébnd knowledge-based assets. Most
often, generating value from such resources inwbalifying what employees, partners
and customers know, and sharing that informatiooragremployees, departments and
even with other companies in an effort to devisst peactices. KM is often facilitated by
IT, technology by itself is not KM. Knowledge marmagent (KM) refers to the process in
which organizations evaluate the data and informnathat exist within them, and is a
reaction to the concern that people must be ableattslate their learning into usable
knowledge. During the KM process the knowledge gbesugh different changes, and
there are knowledge losses, both desirable andsuabk, where undesirable losses
should be minimized as much as possible. Knowledgeagement comprises a range of
strategies and practices used in an organizatiodetatify, create, represent, distribute,
and enable adoption of insights and experiencesh Bisights and experiences comprise
knowledge, either embodied in individuals or emleetith organizational processes or
practice.
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The aim of KM is to create value for the organiaatilt includes activities such as
creating, organizing, sharing and using know-leddest people in the organization that
per-form KM activities need to carry out KM actieis in their normal day-to-day
activities In the view of knowledge storage, dissemination afhdring, IT is a
prerequisite for effective KM and KM therefore inves a combination of technical and
human elements .The actual KM is carried out byppeoThat techno-logy is used
effectively to communicate is one pre-requisiteadéarning organization. Certain kinds
of technology can be considered as better drivefaailitators for achieving the status of
learning organization. Semantic Web technology ipagential catalyst for learning
organizations. The organizational culture consgrdie efficient use of IT tools designed
to facilitate knowledge creation, capture, storagel distribution. The most critical
factors for successful KM are strategy and orgdiumal culture, closely followed by IT
support. Many large companies and non-profit orgtions have resources dedicated to
internal KM efforts, often as a part of their 'mess strategy’, 'information technology’,
or 'human resource management' departments. Seamralilting companies also exist
that provide strategy and advice regarding KM &sthorganizations.

2. Knowledge Management Scope&nowledge management is emerging as a large
academic discipline world over. Its scope extemdBnance and economics, agriculture
and industry, space, media and literature. The Kedge Management (KM) Division
focuses on the characteristics and processes throtigch organizations facilitate the
creation, sharing and use of knowledge.

3. The Approach to Knowledge ManagementHow do leaders approach the
creation of knowledge based environment in an orgéion? The basic competencies
required can be enlisted as: -

Socialise: Simply put, it is an effort to bring people togethencourage collaborative
behavior, peer assistance and knowledge sharing.

Energise: This refers to putting in zeal to explore new &ldaest practices and inspiring
people to experiment.

Combine: This refers to the "BIG PICTURE" or the "VISION'aq, that is taking a
holistic view of all the collaborative processes.

Integrate: This is related to the combining role above andgrates all the messages in
the form of values, performance management polieies

4. The Nature of Km As A Type Of Activity Or A Set Of ProcessesHere isa a
three-tier framework of business processes andomés distinguishing operational
business processes, knowledge processes, and ggscésr managing knowledge
processes. Operational processes are those th&hogdedge but, apart from routinely
produced knowledge about specific events and donditdon’t produce or integrate it.
Examples of outcomes are Sales Revenue, MarketeSl@ustomer Retention and
Environmental Compliance. Below is the pictorialpresentation of the three-tier
framework:
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There are tw&knowledge processesnowledge production the process an organization
executes that produces new general knowledge dret khowledge whose creation is
non-routine; andknowledge integration the process that presents this new knowledge to
individuals and groups comprising the organizatiBxamples of outcomes are new
organizational strategies communicated throughauergterprise using e-mail, and new
health insurance policies communicated through & release of the organization's
personnel manual.

Knowledge Management is the set of processes #®ssto change the organization's
present pattern of knowledge processing to enhbhatteit and its outcome# discrete
Knowledge Management activity is one that has #raegjoal as above or that is meant
to contribute to that set of processes. ditseipline of KM is the study of such processes
and their impact on knowledgend operational processing and outcomes. The forggo
implies that KM doesntlirectly manage, create or integrate most knowlexgeomes in
organizationsbut only impacts knowledge processes (performeddeyational process

agents), which, in turn, impact knowledge outconfest example, if a Knowledge

Manager changes the rules affecting knowledge mtomhy then the quality of

knowledge claims may improve. Or if a KM intervemti supplies a new search
technology, based on semantic analysis of knowldolges, then that may result in
improvement in the quality of business forecastimaglels.

5. Need for Managing Knowledge: There are certain specific factors that are
responsible for its growing importance.

1. Marketplaces are increasingly competitive amdrétte of innovation is rising.

2. Reductions in staffing create a need to repiatermal knowledge with formal
methods.

3. Competitive pressures reduce the size of th& fwrce that holds valuable business
knowledge.

4. The amount of time available to experience ampiize knowledge has diminished.



5. Early retirements and increasing mobility of therk force lead to loss of knowledge.

6. There is a need to manage increasing complasitgmall operating companies are
trans-national sourcing operations.

7. Changes in strategic direction may result inldss of knowledge in a specific area.
6. Knowledge Management for the New World of Busimes: Knowledge
Management caters to the critical issues of orgdiozal adaption, survival and
competence in face of increasingly discontinuousrenmental change.... Essentially, it
embodies organizational processes that seek sgtiergtombination of data and
information processing capacity of information teclogies, and the creative and
innovative capacity of human beings.

A Definition of Knowledge Management for the New Wdd

"Knowledge Management caters to the critical issafesrganizational adaption, survival

and competence in face of increasingly discontisugnwironmental change. Essentially,
it embodies organizational processes that seekrgigtie combination of data and

information processing capacity of information teclogies, and the creative and
innovative capacity of human beings."

7. Knowledge Management in the New World of Businas The traditional
paradigm of information systems is based on seekingpnsensual interpretation of
information based on socially dictated norms orrtteadate of the company bosses. This
has resulted in the confusion between 'knowledged anformation'. However,
knowledge and information are distinct entities. i@/hnformation generated by the
computer systems is not a very rich carrier of hunmaerpretation for potential action,
'knowledge' resides in the user's subjective cardéaction based on that information.
Hence, it may not be incorrect to state that kndg#eresides in the user and not in the
collection of information, a point made two decadge by West Churchman, the leading
thinker on information systems.

8. Creating a Supportive Knowledge Management Syste The knowledge
management framework is based on the followingiggi@rinciples:
« Fostering a knowledge-supportive environment
The framework promotes staff contribution to knadge activities and
encourages staff to be a knowledge worker.
« Ensuring results orientation and continued improvenent
The framework works to sharpen the results of kedgé management
initiatives.
- Enhancing operational relevance
Operational strategies will drive the approache&rtowledge management and
guide the business processes and planning of astnaitive and information
technology support.

Expected outcomesThe efforts to evolve into a learning institutiondabe a primary
source of development knowledge are anchored ofollogving outcomes:



Improved organizational culture for knowledge sharing: To foster such a culture, an
organization will
+ incorporate knowledge management activities irf stafk plans
« modify business processes to encourage knowledgagh
« disseminate the framework widely
- Organize the training programs necessary to enshee effective use of
knowledge management tools and solutions
Improved management system
Organization will work to attain management systéinas
- incorporate knowledge-related inputs and resulthh@work plans of divisions,
departments, and offices
« consolidates individual plans for knowledge proguatd services at country, sub
regional, and interregional levels into an orgamawide 3 year knowledge
products and services work program
« reviews the concept and design of knowledge predantl services using quality-
at-entry evaluation criteria and a more systenatajuation approach
Improved business processes and information techragy solutions
This covers a wide-range of interventions, amomgrtihe following:
« systematic capture and enrichment of knowledge rgée@ and gained by staff
and consultants
« developing a coherent, cost-effective, and systenpbcess for capturing and
storing information
« designing a corporate taxonomy
- implementing information technology solutions fonokvledge storage and
retrieval
+ developing a skills and knowledge database of staff
Well-functioning communities of practice
Communities of practice comprise like-minded indiwals who generate and share
knowledge on a particular field. To strengthen etdsting communities of practice,
organization will
- refine their structure and clarify their roles ardponsibilities
« generate sector and thematic reports that highirgire focused achievements
and outlooks
Expanded knowledge sharing, learning, and dissemitian through external
relations and networking
External networks and partnerships provide effectighicles for organization to capture
new ideas and share or enhance its knowledge. ir@e$stheir potentials, organization
will
- evaluate and prioritize external networks and aginips based on their added
value
- implement organization public communications palieyhich will strengthen
organization’s capacity to process and disseminé&emation
- establish centers for learning, information, comrioation, and knowledge
throughout the region



9. Benefits of Knowledge ManagementWith the explosive growth of interest in
knowledge management, many different ‘knowledge agament frameworks’ have
been produced. These frameworks build on the répntaf the organizations that have
created them, and the depths of experience they.dthere is considerable benefit to be
derived from these frameworks, and this applieddth the knowledge management
(KM) community, and to businesses looking to mage of KM.

= Offers legitimacy
While the benefits of applying knowledge managengeiniciples are well-defined, KM
suffers from a lack of business recognition. Mudhttas stems from KM's relatively
recent creation, and its difficulty in clearly disguishing itself from other management
disciplines. The organisations that have produbedédading frameworks typically have
a strong reputation within the industry. Having rrowledge management framework
associated with their name provides consideratdstige and recognition.
The value of this should not be underestimatednémy cases, using a framework will
provide a starting point for meaningful discussiwith management.

» Provides consistent language
A framework defines a consistent set of knowledgemagement terms and concepts.
This helps to bring together all the stakeholdera KM project, including:

+ business management

- end users

« implementers

« vendors

+ external consultants
In this way, any confusion is reduced, and effar be focused on the project itself, not
on discussions about the nature of knowledge manage

= Qutlines a process
All major knowledge management frameworks offerighHevel process to follow for
KM projects. This provides a direction to knowledagtivities, and forms the basis for
specific project management planning. In this widng overall intent of the project is
formalised, thereby simplifying the decision-makjrgcess.

* Provides a checklist
The frameworks provide a checklist for a practi€M project. By working through the
document, a project manager can be confident thaew aspects have been addressed.
This improves the consistency, quality and repeléttalof KM projects, and helps to
guarantee that business goals are met.

= Offers a source of ideas
While not intended to outline the ’'state of the',attte frameworks nonetheless list a
number of practical processes and approaches wtd@ohbe used in real-world KM
projects. Every KM project has something to leaiomf these frameworks.

» Addresses non-technical aspects
Successful KM projects focus upon a number of kepst

« analysis and planning

- knowledge sharing and acquisition

« culture

« processes



While this is well recognised within the KM commtyjiit is less often followed in IT
departments. The frameworks provide a justificafimnincluding all these aspects in a
project, thereby enhancing the final outcome.

= Framework for building frameworks
Large organisations don't just need a KM projelseyt need a framework of their own.
This framework builds an approach to knowledge mganeent that is specifically
tailored to the organisation’s environment, proesssnd goals. Once such a framework
has been developed, individual business units lban initiate KM projects, confident
that they will integrate into a consistent globppeoach. This is particularly relevant to
multi-national organisations, or other geographyedispersed businesses. With the
difficulties of arranging face-to-face meetings,dacumented strategy can resolve
confusion, and facilitate communication.
The KM frameworks, with their very general approachKM, provide an excellent
starting point for developing a business-specifipraach.

10. Benefits That Organizations Expect From Km:Some benefits of KM correlate
directly to bottom-line savings, while others arerendifficult to quantify. In today's
information-driven economy, companies uncover thestmopportunities — and
ultimately derive the most value — from intelledtuather than physical assets. To get
the most value from a company's intellectual asd€kd practitioners maintain that
knowledge must be shared and serve as the found&irocollaboration. Yet better
collaboration is not an end in itself, without amemarching business context, KM is
meaningless at best and harmful at worst. Conséguan effective KM program should
help a company do one or more of the following:

. Foster innovation by encouraging the free flowd#fas

. Improve customer service by streamlining respoimse t

. Boost revenues by getting products and servicesaret faster

. Enhance employee retention rates by recognizing vllee of employees'
knowledge and rewarding them for it

. Streamline operations and reduce costs by elinmgatdundant or unnecessary
processes

These are the most prevalent examples. A creafpmoach to KM can result in
improved efficiency, higher productivity and incsed revenues in practically any
business function.
11. Gain and support for individual KM effort and get people to use the systems
and processes organization is putting in place t@€ilitate KM
»= One tried-and-true way to build support for KM @ pilot the project among
employees who have the most to gain and would denibst open to sharing their
knowledge. This will vary depending on the orgaticza
= To get people to participate in the KM effort, ybave to bake knowledge
collection and dissemination into employees’ evagyfbbs. In other words, you
have to make it as easy for them to participatpassible. A lot of early KM
efforts failed because they added cumbersome dtepbe jobs of already
overworked employees. So when things got busy, @rsrjust didn't bother with
the extra steps.



= Linking KM directly to job performance, creatingsafe climate for people to
share ideas and recognizing people who contributineé KM effort (especially
those people whose contributions impact the boting) are also critical tactics
for getting people to make KM a part of their dayday.

» Finally, many companies create incentive programsnbtivate employees to
share their knowledge. Ideally, participation in K&¥lould be its own reward. If
KM doesn't make life easier for employees, it \all.

12.  Technologies That Support Kmh KM is not a technology-based concept. Don't
be duped by software vendors touting their allusole KM solutions. Companies that

implement a centralized database system, electroegsage board, Web portal or any
other collaborative tool in the hope that they'stablished a KM program are wasting
both their time and money.

That being said, KM tools run the gamut from staddaff-the-shelf e-mail packages to

sophisticated collaboration tools designed speifi¢do support community building and

identity. Generally, tools fall into one or more thie following categories: knowledge

repositories, expertise access tools, e-learninglicgions, discussion and chat
technologies, synchronous interaction tools, amgckeand data mining tools.

13. Future and Improved Paradigm Of 'Knowledge Mang@ement': So executives
can realign their focus from the old world of 'infeation management' to the new
paradigm of 'knowledge management' discussed befowcondensed checklist of
implementation measures for business and technaot@magers is given in Table 1.
Implementation Measures for Facilitating KnowledgeManagement:

« Instead of the traditional emphasis on controllihg people and their behavit
by setting up prelefined goals and procedures, they would need ¢w \the
organization as a human community capable of pmogidiiverse meanings
information outputs generated by the technologgatems.

- De-emphasize the adherence to the company view of thowgs are done hel
and 'best practices' so that such ways and pradigecontinuously assessed fr
multiple perspectives for their alignment with tthgnamically changing extern
environment.

« Invest in multiple and diverse interpretations malge constructive conflict mo
of inquiry and, thus, lessen oversimplification isfues or premature decisi
closure.

« Encourage greater proactive involvemh of human imagination and creativity
facilitate greater internal diversity to match thariety and complexity of th
wicked environment.

« Give more explicit recognition to tacit knowledgadarelated human aspec
such as ideals, values, or emagpfor developing a richer conceptualizatior
knowledge management

« Implement new, flexible technologies and systemat tbupport and enal:
communities of practiceinformal and semirformal networks of intern:
employees and external individuals based on shamecerns and interests.

« Make the organizational information base accesdibl®rganization membe:



who are closer to the action while simultaneousigueing that they have tl
skills and authority to execute decisive respotsefhanging conditions.

14. Individual Aspects of Original Knowledge Creaton: The dominant conception
of IT enabled knowledge management is constraiyetidovery nature of the knowledge
creation processes. Specifically, the extant magast notion of such inquiring systems
has given sparse attention to:

« the dynamic and continuously evolving nature ofdsalge;

+ the tacit and explicit dimensions of knowledge ticea

- the subjective, interpretative and meaning makiages of knowledge

creation; and,

 the constructive nature of knowledge creation.
These issues are not meant to be mutually exclusiveomprehensive; however they
highlight some of the limitations inherent in th@rent techno-centric conceptualizations
of knowledge management. These issues devolve fiteanwicked nature of the
environment discussed earlier and are aimed atigingy the underpinnings for the
sustenance of an inquiring organization that isabégp of not only continuous learning,
but alsocontinuous unlearning (Hedberg 1981). The follayvitiscussion elaborates on
these issues and suggests how the limitationsdnctiirent conceptualization may be
addressed to some degree.
15. The Role of HRM in Knowledge ManagementKnowledge management has
become a stylish term in organizations today. We difine knowledge management as
the discipline that promotes an integrated apprdaddentifying, capturing, retrieving,
sharing, and evaluating an enterprise’s informa#iegets. These information assets may
include databases, documents, policies, and proegdas well as uncaptured, tacit
expertise and experience resident in individualkes.

HR and Knowledge ManagementThere are several roles that can be played by HR in
developing knowledge management systémst, HR should help the organization
articulate the purpose of the knowledge managemsgsiem. Investing in a knowledge
management initiative without a clear sense of pseps like investing in an expensive
camera that has far more capabilities than you needke good pictures of family and
friends. Effectively framing the knowledge managetissue, before deciding on a
course of action, is a crucial prerequisite forcass.

Second as a knowledge facilitator, HRM must ensure atignt among an organization's
mission, statement of ethics, and policies: Théseilsl all be directed toward creating an
environment of sharing and using knowledge witt dfmderstanding of the competitive
consequences.

Third, HRM should also create the "ultimate employee eegpce.”" That is, by
transforming tacit knowledge into explicit knowledg¢hrough education, organizations
must build employee skills, competencies, and caremeating "bench strength.” This
combines the traditional training and developmesponsibilities of HRM with the new
responsibilities of human capital steward: usinigo&lthe organization's resources to
create strategic capability.

Fourth, HRM must integrate effective knowledge sharind asage into daily life. That
is, Knowledge sharing must be expected, recognized] rewarded. For many



individuals and organizations, this reverses thaveational relationship between
knowledge and power. Effective knowledge managemenquires this trend to be
overturned and requires those with information éxdme teachers and mentors who
ensure that others in the firm know what they knbluman resource management has
the capabilities for creating, measuring, and mtihg a knowledge-sharing expectation.
Fifth, HRM must relax controls and allow (even encouyagehaviors that, in the
clockwork world of industrial efficiency, never wiou have been tolerated. In the
knowledge economy, conversations inside and out#ige company are the chief
mechanism for making change and renewal an ongmrngof the company's culture.
Sixth, HRM must take a strategic approach to helpingndirmanage email, instant
messenger, internet surfing, and similar uses dirtelogy. Clearly, the Internet has a
role in generating and disseminating knowledge, thtefore is an integral part of
knowledge management. But what are the unintendsgtt® of monitoring email,
tracking employees' web searches, and similar sseelated to privacy? Certainly some
control is needed, but the larger question for HRMetermining appropriate boundaries.
When does control become counterproductive? Whes drcessive monitoring become
an inappropriate invasion of privacy?

A related issue is HRM's role in helping firms mgadhe distancing consequences of
electronic communication. As employees increasingbly on technology to
communicate, they lose opportunities to developritie multifaceted relationships that
encourage the communication of tacit knowledge. Blmmesource management can
contribute to developing social capital by sensigz employees to the negative
consequences of excessive reliance on electroritanaed by creating opportunities for
face-to-face contact.

16.  Conclusion: In the corporate sector as elsewhere, the ultimagsage is that our
most important resource today is knowledge andarat, labor or capital. Corporations
or firms are urged to re-design themselves as lsleeiming systems because the primary
rationale for a “firm’s existence is to creatensfer and apply knowledge”.

Knowledge management often encompasses identiieigmapping intellectual assets
within the organization, generating new knowledgedompetitive advantage within the
organization, making vast amounts of corporaterm#dion accessible, sharing of best
practices, and technology that enables all of theva — including groupware and
intranets. The value of Knowledge Management reldtesctly to the effectiveness with
which the managed knowledge enables the membetiseobrganization to deal with
today's situations and effectively envision andatgetheir future. Without on-demand
access to managed knowledge, every situation ieessed based on what the individual
or group brings to the situation with them. With-d@mand access to managed
knowledge, every situation is addressed with the sotal of everything anyone in the
organization has ever learned about a situation @f similar nature.
Despite the importance assigned to it, what to db knowledge remains a controversial
issue in the corporate world. Some argue that éyetlrns on “knowledge management,”
a methodology for retrieval, integration, storagel a@issemination of knowledge assets.
There is, however, more than one way to manage leum®. For example, one position
prefers an “extension model” that emphasizes dissdion of knowledge over use and
is research-to-practice focused. An alternativegcanges a problem-solving approach in



which knowledge is generated “at the bottom,” vaitternal agencies supporting but not
controlling knowledge generation.

A review of existing conceptualizations of IT-enadblknowledge management suggests
that sparse attention has been given to the hurspects of knowledge creation. We
discussed how the human aspects of knowledge @neate critical for sustaining such
systems for facilitating inquiry based on divergenaf meanings and perspectives.
Implications were drawn for improving the designinduiring systems for knowledge
management in inquiring organizations. Knowledgenagement programs can yield
impressive benefits to individuals and organizatidrthey are purposeful, concrete, and
action-oriented.
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