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237586
In this study of “The Incorporation of Knowledge Management Techniques
in Thailand: A Case Study of the Customs Department,” the researcher
investigates the relationships between the qualifications and characteristics of
the operational personnel in the organization and the perceptions of the concept
of knowledge management techniques, the opinions regarding the incorporation of
knowledge management techniques into reforming the bureaucratic system,
the dimensions of the operations of knowledge management units, the priorities
of knowledge management units, and the impacts of the incorporation of knowledge
management techniques. In this study, there is an endeavor to prove that the
closed system organizational theory does not take into account basic personal

characteristics as operative intra-organizational factors. This study should prove
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1mportant and beneficial in the future as an analysis of an organization to those
planning knowledge management program and to those concerned with aspects
of management in the future.

o The research question asked in this investigation is how the qualifications
and characteristics of the operational personnel in the organization are correlated
with the perceptions of the concept of knowledge management techniques, the
opinions regarding the incorporation of knowledge management into the reform
of the bureaucratic system, the dimensions of knowledge management operational
units, the priorities of knowledge management units, and the impacts of the
incorporation of knowledge management techniques.

The analytical framework consisted of the qualifications and the
characteristics of the operational personnel in the organization. Those serving as
independent variables were gender, age, education, position, the period of time
having worked in government service, participation in knowledge management
activities, and the number of times participating in such activities. The perceptions of
the concept of knowledge management, the opinions regarding the incorporation of
knowledge management techniques in the reform of the bureaucratic system, the
operational dimensions of the knowledge management units, the priorities of the
knowledge management units, and the impacts of knowledge management
techniques were dependent variables.

The researcher employed both qualitative and quantitative research methods.
In regard to the qualitative method used, the researcher mterviewed key persons
concerned with knowledge management at the Customs Department in order to

survey their opinions in respect to various aspects of knowledge management.
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In using the quantitative method, the researcher employed a survey research
i approach involving a questionnaire so as to gather data concerning the opinions 1
of Customs ’]')epa.rtment operational personnel.

The findings of the qualitative research investigation indicate that Customs
Department operational personnel perceived knowledge management techniques
at a moderate level. In regard to the dimension of the actual operations of the
Customs Department, it was found that the step of knowledge identification was
‘the most important step. In regard to the problems, obstacles, and impacts of the use
of knowledge management in the organization, it was found that most of the
subjects were of an opinion that high-ranking administrators supported knowledge
management at a minimal level. In regard to the aspect of management, there was
still a paucity of continuous planning in the area of knowledge management.

The findings of the quantitative research indicate that differences in the
qualifications and characteristics of the operational personnel in the organization
in respect to gender, age, education, position, the period of time having worked
in government service, participation in knowledge management, and the number
of times having participated in knowledge management were correlated with
other variables. These variables were the perceptions of the concept of knowledge
management techniques, opinions regarding the incorporation of knowledge
management techniques in the reform of the bureaucratic system, the dimensions
of the operations of knowledge management units, the priorities of knowledge
management units, and the impacts of the incorporation of knowledge management

techniques.
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- Theseﬁndmgs have led to the conclusion that closed system organizations

“stressing work supervision using a top-down chain of command without taking

“into consideration differences in the characteristics of the operatibnal personnel in
the 6fganization in respect to gender, age, education, position, the period of time
‘having worked in government service, participation in knowledge management
activities, and the number of times having participated in knowledge management
activities will encounter problems in both policy and practice. Theoretically
speaking, open system organizational theory must be used.

Therefore, the researcher would like to offer suggestions in the aspect
of policy as follows:

The policy of knowledge management should be determined by taking
into consideration differences in the qualifications and characteristics of the
operational personnel in the organization. For example, in regard to gender, more
attention should be paid to females in the matter of policy than males. In regard
to age, more attention should be paid to those 30 years of age or younger and
those 41 years of age or older. In regard to the period of time having worked
in government service, attention should be paid to those who have been in
government service 30 years or less. In addition, there should be a policy to
provide training regarding knowledge management to the categories of operational
personnel just mentioned prior to other operational personnel. Administrators
should provide more support for knowledge management. Finally, administrators
should pay greater heed to difference in the qualifications and characteristics

of operational personnel in the organization.





