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ABSTRACT
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Author Thanyatida Gunadham

Degree Doctor of Philosophy (Computer Science and
Information Systems)

Year 2020

Nowadays, various industries widely utilize Knowledge Management Systems
(KMSs) to facilitate knowledge management activities for improving organizational
performance. Nevertheless, organizations that use KMSs, are still facing difficulties in
managing knowledge. This research intends to enhance the functionalities of KMSs to
better facilitate all KM processes. First, the research aims to identify current problems
occurred in the organization during knowledge discovery, knowledge -capture,
knowledge sharing, and knowledge application processes. The research uses a
qualitative approach by conducting an interview with selected organizations in
Thailand. The problems collected from the first part of the research are considered
together with the idea of disruptive technologies. In order to have competitive
advantage in the market, the organization need to keep up with disruptive
technologies. This research then proposes KMSs’ functionalities which includes
enhancing existing functions and developing new functions. The proposed KMSs’
functionalities have been verified by KM experts from selected organizations in
Thailand. Several benefits of proposed KMSs’ functionalities are supporting employee
learning, enabling work efficiency and effectiveness, discovering new insights, and

improving organizational processes.
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CHAPTER 1

INTRODUCTION

The concept of knowledge management (KM) has been widely introduced and
discussed in business and society. Knowledge refers to a personal belief justified to
increase human’s ability taking action effectively (Singh, 2013). Knowledge is an
essential resource for modern organizations because knowledge is perceived as one of
the critical elements in many organizations’ success (Helander, Kukko, & Virtanen,
2010). Managing knowledge itself and knowledge workers can be very challenging;
many organizations therefore need to consider tools and processes that could assist
them to effectively manage knowledge both within and outside the organization. For
example, organizations often utilized the intranet to support knowledge sharing within
the organization (Averweg, 2011). For that reason, many organizations invest in
Knowledge Management Systems (KMSs) to facilitate the acquisition, fostering, and
reuse of the different types of knowledge created within organizations (Sampson &
Zervas, 2013).

KMSs are information systems designed for facilitating the codification,
collection, integration, and distribution of organizational knowledge (Singh, 2013).
KMSs can enable the organization to be more flexible, responsive, innovative, and
productive (Singh, 2013). The study from Singh (2013) suggested that the estimated
budget of KMSs development ranged from $55,000 to $50,000,000 depending on size
of the organization, existing infrastructure, and scope of the systems. The estimated
budget will be certainly high if it included renovation of the technical infrastructure of
the entire organization. If the organization had to spend a lot of money on the
investment of the KMSs, the systems should provide adequate functions which can
support all knowledge management processes effectively.

At present, existing KMSs still experience several problems with technology,

especially database and processes. For example, lack of connection of departmental



systems in between the different departments within organizations result in complex
systems (Saqgib, Udin, & Baluch, 2017). In this case, KMSs need to deal with
knowledge scattered among different departmental systems. Another problem is lack
of documentation of some business processes. The other problem is lack of
knowledge in some specialization areas within departments (Sagib et al., 2017). The
organization also faced problems related to staff such as investment in employee
training and employee’s reluctant to participate in knowledge sharing (Bencsik, 2014;
Chaikovska, 2015). Employees are reluctant to participate in knowledge sharing
because they are afraid that another employee will work better (Bencsik, 2014).
Employees tend to withhold their knowledge from others, especially in online
communities because the knowledge provider is not approached by the knowledge
seeker directly (Haas, Criscuolo, & George, 2015). Therefore, functionalities of
KMSs should be enhanced using either existing or new technologies to solve those
problems and to better facilitate KM.

Overall, the objective of this research is to enhance the functionalities of
KMSs to better facilitate all KM processes. Research questions of this research are

Research question 1: What are KMSs or KM tools used by the organization to
support KM processes?

Research question 2: What are the current problems occurred from KMSs
utilization?

Research question 3: By considering existing and new technologies, what are
the proposed list of KMSs’ functionalities that can solve current problems and better
facilitate overall KM processes?

To answer research question 1 and 2, the structured interview approach was
used to collect the data regarding KMSs usage and current problems occurred from
KMSs utilization from the KM experts in organizations. The objective of this part of
the study is to collect the existing KMSs and the functionalities of KMSs in the
organization, including the actual problems occurred from the use of KMSs in all KM
processes namely knowledge discovery, capture, sharing, and application. The
research continued to answer research question 3 by considering the result of the
interview to close the gaps and propose the enhancement of KMSs for more

efficiency.



The research proposed to enhance some existing functions and implement
several new functions to solve the problems and facilitate overall KM processes. The
proposed KMSs’ functionalities were verified by the experts. The result of this
research can provide the list of KMSs’ functionalities to solve the problems occurred
from current usage of KMSs and to better facilitate overall KM processes. The
organizations can use the results to apply during knowledge management system
selection processes. Moreover, KMSs software vendors can utilize the research result
to enhance the features of KMSs for their competitive advantage. This research is an
exploratory research. The limitation of this research is that only qualitative approach
was used because the insight and in-depth information were needed from the experts
in the organization.

The structure of the dissertation composes of Chapter 2 Literature review,
Chapter 3 Current practice of KMSs, Chapter 4 Enhancing KMSs’ functionalities for
more efficient KM processes, Chapter 5 Closing the gaps of current KMSs, and
Chapter 6 Conclusion and recommendations. Chapter 2 Literature review discusses
the concept of KM, several KM processes, and KM activities, as well as, proposes
Functionalities of KMSs conceptual model. The conceptual model suggests the
functionalities of KMSs which can facilitate KM activities in each KM process.
Chapter 3 discusses the existing KMSs and the functionalities of KMSs in the
organization, including the actual problems occurred from the use of KMSs in all KM
processes. Chapter 4 discusses the gap analysis between As-Is and To-Be KMSs’
functionalities and proposed KMSs’ functionalities, which include the detailed
specification of the enhancement of some existing functions and new functions.
Chapter 5 discusses the verification and benefits of proposed KMSs’ functionalities.

Chapter 6 discusses conclusion and recommendations of this research.



CHAPTER 2

LITERATURE REVIEW

2.1 Knowledge

Knowledge is information that has been authenticated and supposed to be true.
Knowledge is also defined as a personal belief justified to increase human’s ability to
take action effectively. Knowledge workers usually perform the actions such as
physical skills and competencies, cognitive/intellectual activity, or both. For
example, surgeons need to have human anatomy and medicine knowledge along with
the specialized practical skills in order to perform different types of operations (Singh,
2013). Therefore, knowledge is important to the organization as it enables the
organization to be more competitive.

Two kinds of knowledge, tacit and explicit knowledge are commonly
discussed when focus on knowledge context (Singh, 2013). Unarticulated knowledge
or widely known as tacit knowledge is personal, practical, context precise, and hard to
formalize (Gerami, 2010). Tacit knowledge is normally shaped inside the heads of
individuals and team members therefore it is difficult to communicate or share with
others by writing them down or verbalizing them (Gerami, 2010; Sampson & Zervas,
2013). Examples of tacit knowledge are know-how, procedures, processes, etc.
(Gerami, 2010; Sampson & Zervas, 2013).

On the other hand, explicit knowledge can be written down, codified, stored in
certain documents, specifications, or manuals and easily communicated to others
through various methods such as text, computer output, and spoken or written words
(Gerami, 2010; Singh, 2013; Sampson & Zervas, 2013). In summary, any collected
information or knowledge owned by the organization and utilized by anyone who
associate with the organization are considered as knowledge assets (Sampson &
Zervas, 2013). W.ith the process of evaluation, discussion, and collaboration,

organizations can convert tacit knowledge assets to explicit knowledge assets to share



among individuals (Sampson & Zervas, 2013). Tacit and explicit knowledge assets
are considered equally important as they both help drive the organization. In this
research context, both tacit and explicit knowledge are considered.

2.2 Knowledge Management

Knowledge management (KM) is a managerial philosophy focusing on
knowledge as a strategic resource (Ferraresi, Quandt, dos Santos, & Frega, 2012). To
manage knowledge, organizations need to manage intellectual assets, organizational
capabilities and processes with an emphasis on knowledge development and learning
(Ferraresi, Quandt, dos Santos, & Frega, 2012). KM therefore refers to a systematic
process organizationally specified to acquire, organize, maintain, utilize, share, and
reproduce both tacit and explicit knowledge of individuals (Gerami, 2010; Singh,
2013). The benefit of KM is to ensure organizational survival, stability, and growth
(Saqib et al., 2017). Frequently, the organization found that managing knowledge
sharing is challenging because it is difficult to encourage people to share their
knowledge. The organization can support knowledge sharing through social
interaction which promotes trust among employees and increases opportunities for
sharing resources and ideas in organizational units (Helander, Kukko, & Virtane,
2010). The organization can also use communities of practice with the support of the
intranet or internet to gather various people from different locations to contribute
towards sharing knowledge (Handzic, 2004).

The benefits of KM are improving the organizational performance, increasing
organizational adaptability, and more importantly developing new products and
processes (Gerami, 2010). KM improve organizational performance by enabling the
organization to utilize knowledge assets and obtain benefits from them as much as
possible. KM can create value for organizations as it can impact organizational
performance in terms of risk minimization, efficiency improvement, and innovation
(Handzic, 2004). The risk of losing valuable knowledge is important for
organizational survival and can be minimized by identifying, locating, and capturing
knowledge of individuals and groups of employees (Handzic, 2004). According to

Handzic (2004), knowledge loss can be reduced by employee retention, mentoring



and coaching, sharing best practices, sharing lessons learned, and documenting. For
organizational efficiency improvement, KM together with the right technology can
facilitate the transfer of experiences and best practices in the organization with the
aim of avoiding redundancy and reducing cost. For example, Ford use a best practice
replication program to achieve process improvements in plants around the globe and
use a simple intranet-based KM system for knowledge sharing to achieve nine-figure
cost savings (Handzic, 2004). In summary, KM can assist the organization in
selecting and performing the proper processes and making the best decisions in order
to avoid previous mistakes and foresee upcoming problems.

KM can increase organizational adaptability. Nowadays, organizations need
to have the ability to adapt to various changes. Organizational knowledge and
learning influence the organization to adapt to the environmental changes (Niu, 2010).
With sufficient knowledge resources, organizations can better improve operational
routine and/or to innovate (Niu, 2010). Moreover, learning can facilitate the creation
of strategic flexibility which result in successful organizational adaptation (Niu,
2010). According to Boylan & Turner (2017), organizational environment, which
facilitates information exchange, can enable organizational adaptability. Such an
environment needs to focus on collaboration among people because collaboration
allows the free flow of information and knowledge throughout the organization.

Lastly, KM can facilitate the development of new products and processes.
Innovation of products and processes are considered as a critical component in the
success of the company because the new products and services can change the way
businesses operate in order to be competitive in the market (Handzic, 2004). The
development of new products and processes requires the need for communication and
shared knowledge. New product development team members must be able to
communicate in meaningful manner and must be able to create new knowledge.
Furthermore, the use of numerous skills and accumulated knowledge of the
organization can maximize the performance of the new products and processes
(Mohannak, 2014). Therefore, KM plays an important role in the innovation of
products and processes of the organization and enables the organization to gain

competitive advantage.



2.3 Knowledge Management Processes

This section describes some widely known KM process models. First, the KM
process model introduced by Botha et al (2008) consists of the three knowledge
processes which are knowledge creation and sensing, knowledge sharing and
dissemination, and knowledge organization. There are eight key activities which are
create, sense, capture, organize, personalize, share, collaborate, and access. These
processes and activities are related as shown in Figure 2.1. The model shows that the
three categories overlap and interact with one another, and which categories are more
human-focused or more technology-focused. Create and sense are two activities that
result in new knowledge or new assemblies of existing knowledge; therefore, these
activities are considered more human-focused. Capture is the activity that record and
convert tacit to explicit knowledge. Organize is the activity that classify, map, index,
and categorize knowledge for navigation, storage, and retrieval. Personalize is the
activity that internalize and make knowledge specific to individuals or communities.
Therefore, activities like capture, organize, and personalize are considered more
human-focused. Share and collaborate are two activities that apply knowledge to
business decisions or opportunities. Access is the activity that disseminate knowledge
to users, display knowledge (translate, format, and publish), and access knowledge
(browse, search, and examine). Therefore, activities like share, collaborate, and

access are considered more technology-focused.
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Share, Collaborate,
& Access

Figure 2.1 Knowledge Management Process Model

Source: Botha, Kourie, & Snyman, 2008.

Second, the Nonaka and Takeuchi Knowledge Spiral Model (Dalkir, 2011),
widely known as SECI model, depicts four modes of knowledge conversion namely
Socialization, Externalization, Combination, and Internalization. This model depends
on a continuous and dynamic interaction between tacit and explicit knowledge
throughout the four quadrants as shown in Figure 2.2. Through knowledge spiral,
organizations continuously articulate and organize individual tacit knowledge,

accumulate it, and share it to create new knowledge.



Tacit knowledge to Explicit knowledge

N

. Socialization Externalization
Tacit knowledge
from
Explicit knowledge ‘.l
Internalization Combination

Figure 2.2 The Nonaka and Takeuchi Model of Knowledge Conversion
Source: Dalkir, 2011.

From Figure 2.2 as Dalkir, 2011 stated, Socialization is the process of the
conversion from tacit knowledge to tacit knowledge. Socialization consists of sharing
of knowledge in face-to-face, natural, and social interactions. Socialization is among
the easiest forms of exchanging knowledge as people socially interact with each other
when they gather at the coffee machine or meetings. For example, Honda organizes
brainstorming camps, which usually held outside the workplace, to encourage
employees to contribute to the discussion to solve difficult problems in development
projects. Socialization also have a disadvantage as knowledge is rarely captured,
noted, or written down anywhere, it remains in the minds of the original participants.

Externalization is the process of the conversion from tacit knowledge to
explicit knowledge. Externalization makes tacit knowledge visible and converts it to
explicit knowledge by using the shapes of metaphors, analogies, concepts, or models.
Once externalized, knowledge is tangible and permanent so it can be shared more
easily with others all over the organization. As it is always difficult to transform one
type of knowledge into another, externalization often needs an intermediary such as a
knowledge journalist to interview knowledgeable individuals to extract, model, and

synthesize in a different way.
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Combination is the process of the conversion from explicit knowledge to
explicit knowledge. Combination includes recombining discrete pieces of explicit
knowledge into a new form such as a synthesis in the form of a review report, a trend
analysis, a brief executive summary, or a new database to organize content. For
example, populating a database requires the categorization and combination of
concepts, and the conversion of explicit knowledge into a new medium such as a
computer-based tutorial.

Internalization is the process of the conversion from explicit knowledge to
tacit knowledge. Internalization consists of the conversion or integration of the
shared and/or individual experiences and knowledge into individual mental models.
During internalization, individuals broaden knowledge, extend it, and reframe it
within their own existing tacit knowledge bases. For example, General Electric has
developed a system which collects all customer complaints and inquiries and allows
employees to find answers to new customers’ questions more quickly. This system
helps employees to internalize others’ experiences in answering gquestions and solving
problems.

Third, the Bukowitz and Williams KM Cycle (Bukowitz & Williams, 1999) is
a KM process framework which outlines how organizations generate, maintain, and
deploy knowledge to create value. The framework consists of several stages such as

Get, Use, Learn, Contribute, Assess, Build/Sustain, and Divest as shown in Figure 2.3.

Get Assess
Use [ Knowledge ] <«—— Build/Sustain
Learn — Contribute or: Divest

Figure 2.3 The Bukowitz and Williams KM Cycle
Source: Bukowitz & Williams, 1999.
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The first stage, get refers to seeking out information needed to make decisions.
Use stage consists of combining information in new and interesting ways to foster
organizational innovation. Learn stage is the formal process of learning from
experiences to create competitive advantage. Contribute stage deals with how to get
employees to post what they have learned to the knowledge base. Assess stage refers
to the evaluation of intellectual capital to ensure the growth of knowledge base and
the profit from investments in intellectual capital. Build and Sustain stage allows the
organization to ensure the growth and maintenance of knowledge to keep the
organization viable and competitive. The final stage, givest suggests that the
organization should not keep physical or intellectual assets when they are no longer
creating value. The organization should consider transferring or redeploying the
knowledge elsewhere.

Lastly, the Knowledge Management Processes developed by Becerra-
Fernandez and Sabherwal (2015) outlined four main KM processes and seven KM
subprocesses as presented in Figure 2.4. Four main KM processes are Knowledge
Discovery, Knowledge Capture, Knowledge Sharing, and Knowledge Application.
Of the seven KM subprocesses, four are based on The Nonaka and Takeuchi model of
knowledge conversion, which are Socialization, Externalization, Internalization, and
Combination. The other three KM subprocesses, namely Exchange, Direction, and
Routines are based on Grant (1996) and Nahapiet and Ghoshal (1998) (Becerra-
Fernandez & Sabherwal, 2015)

Discovery
 Combination )
e Socialization

Sharing Application
»| e Socialization » e Direction
¢ Exchange ¢ Routines

Capture
e Externalization | _J
o Internalization

Figure 2.4 Knowledge Management Processes

Source: Becerra-Fernandez & Sabherwal, 2015.
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From figure 2.4 as Becerra-Fernandez & Sabherwal, 2015 stated, Knowledge
Discovery is the development of new tacit or explicit knowledge from combining data
and information, or from the synthesis of prior knowledge. New explicit knowledge
can be discovered through combination, mostly while new tacit knowledge may be
created through the mechanism of socialization. KM technologies used to support
producing of new explicit knowledge are databases, Web-based access to data, data
mining, repositories of information, Web portals, best practices and lessons learned.
For the creation of new tacit knowledge, there is the need for KM technologies that
support socialization such as video-conferencing, electronic discussion groups, and e-
mail.

Knowledge Capture is the process of retrieving either explicit or tacit
knowledge that resides within people, artifacts, or organizational entities. Knowledge
resides outside the organizational boundaries such as customers, suppliers,
consultants, and competitors need to be captured as well. Technologies can support
these activities by facilitating externalization - that is, the conversion of tacit
knowledge into explicit form; or internalization - that is, the conversion of explicit
knowledge into tacit form. Technologies that support externalization are expert
systems, chat groups, best practices, and lessons learned databases, while technologies
that support internalization are computer-based communication, Al-based knowledge
acquisition, and computer-based simulations.

Knowledge Sharing is the process of communicating explicit or tacit
knowledge to other individuals, groups, departments or organizations and the
recipients of knowledge need to understand and be able to perform further actions.
Within this process, skills, experience, and knowledge will be disseminated across
individuals, groups, departments or organizations and that will enhance learning and
environmental change responsiveness (Ling, 2011). Socialization facilitates the
sharing of tacit knowledge while exchange focuses on the sharing of explicit
knowledge. Technologies that facilitate sharing and exchange of explicit knowledge
are team collaboration tools, Web-based access to data, databases, and repositories of
information, best practices databases, lessons learned systems, and expertise locator
systems. Technologies that facilitate sharing of tacit knowledge are those that support

socialization such as video-conferencing, electronic discussion groups, and e-mail.
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Knowledge Application is the process through which knowledge is utilized
within the organization to make decisions, perform tasks, solving new problems, and
improving efficiency. Knowledge application does not involve the actual transfer or
exchange of knowledge between the individuals but only the transfer of the
recommendations related to the particular context. Sharing and utilizing knowledge
can occur at the same time. In order to sustain a competitive advantage, a knowledge
driven organization must effectively and efficiently utilize knowledge to respond to
various circumstances. Knowledge application benefits from two processes - routines
and direction. Direction is the process which the owner of the knowledge directs the
action involving instructions or decisions to another individual without transferring
the knowledge underlying the direction. Routine refers to the utilization of
knowledge embedded in procedures, rules, and norms that guide future behavior.
Technologies supporting direction include experts’ knowledge embedded in expert
systems, decision support systems, and troubleshooting systems based on the use of
case-based reasoning technologies. Technologies supporting routine include expert
systems, enterprise resource planning systems (ERP), and management information
systems.

Among several theories regarding knowledge management processes, this
research adopted knowledge management processes based on the work of Becerra-
Fernandez and Sabherwal (2015). The reason is that this theory considers both tacit
and explicit knowledge which are different in nature. This theory also identifies most
subprocesses based on the activities dealing with tacit and explicit knowledge.
Another reason is that this research focus on technology aspect of KM and this theory
illustrates characteristics of KM technologies that can support each subprocess

clearly.

2.4 Knowledge Management Systems

To facilitate KM processes, Knowledge Management Systems (KMSs) are
introduced to the organizations. KMSs refer to information systems designed for
facilitating the acquisition, codification, collection, integration, distribution, and reuse

of different types of knowledge created within organizations (Sampson & Zervas,
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2013; Singh, 2013). KMSs contain refined, codified, and integrated organizational
knowledge which can be transformed into organizational capability and competency
effectively (Niu, 2010). KMSs enable organizations to maximize the value of
knowledge assets, respond more quickly to changing market conditions, be more
innovative, and improve decision making and productivity (Sampson & Zervas, 2013;
Singh, 2013). KMSs also allow personal and organizational learning by linking,
adapting, and dynamically representing business information and knowledge
(Mohannak, 2014). Therefore, KMSs can enable the organization to accumulate,
integrate, and utilize various types of expertise and know-how generated during KM
activities like knowledge creating, capturing, sharing, and applying. An example of
KMSs development in the organization is that The Daily Meal Network developed
KMSs using ready-made Microsoft SharePoint suite with built-in collaborative tools
(Leung, Cheung, Chan, & Lo, 2012). Overall, the organization satisfied with the
KMSs in supporting the daily operations of the food bank and time-saving in setting
up system infrastructures such as user account management and document
management.

Normally, KM concept is not directly tied to technology; however, emerging
technologies can enable more effective KM (Singh, 2013; Sultan, 2013). Modern
information technologies such as the Internet, intranets, browsers, data warehouses,
filters and social networking tools can be used to facilitate KM processes (Singh,
2013). Social networking tools make it easier for employees to connect across
disparate regions and participate in knowledge discovery and sharing (Sultan, 2013).
As employees are already familiar with the features of social networking tools, adding
these tools to KMSs would be beneficial to the organizations. Other examples of
technologies used in the development of KMSs are Electronic Mail, Search/Retrieval
Tools, Information Repositories, WWW Server, Agents/Filters, External Server
Services, and Videoconferencing (Singh, 2013). According to the study from Singh
(2013), the browser tool for the Intranet access is the most popular tool acting as the
primary means of displaying and distributing knowledge in organizations. Electronic
mail and search/retrieval tools are the other two most common tools. Search/retrieval
tools are relatively important; for example, Google Search Appliance can be

integrated with the organization portal and return a blended search results page
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(Doane, 2010). According to Mohannak (2014), communication-based project
management tools in effective KMSs are used to support communication between
managers and project members. These tools can capture reports from members, use
them to create information for status and quality management, and share these reports
among members. Another tool which are becoming popular and strongly related to
the development of KMSs is Communities of practice (CoP). A CoP refers to an
organic and self-organized group of individuals who communicate regularly to
discuss issues of mutual interest (Becerra-Fernandez & Sabherwal, 2015). CoPs have
become an influential tool to facilitate knowledge sharing in the organization because
CoPs are the place where people can interact and share knowledge effectively
(Aljuwaiber, 2016).  However, knowledge sharing is a voluntary behavior
contributing to an organization’s competitive advantage and preventing inaccurate
and incomplete information being shared (Casimir, Lee, & Loon, 2012; Mclver,
Lengnick-Hall, Lengnick-Hall, & Ramachandran, 2013). Therefore, successful CoP
solutions must be able to connect employees to get answers, collect content important
to the community, retain content when employees leave the community, and keep
content fresh by capturing ongoing dialogue (Sultan, 2013). Examples of the US
companies which are considered as leaders in developing successful CoP solutions are
ConocoPhillips, Fluor, and Schlumberger.

Despite the fact that KMSs consist of various contemporary technologies and
tools, several organizations still experience many issues from the utilization of KMSs
in the organizations (Sagib et al., 2017). For example, lack of connection of
departmental systems in between the different departments within organizations result
in complex systems. This would be difficult for KMSs to deal with knowledge
scattered among inconsistent departmental systems. Therefore, departmental systems
need to be able to interact with each other to improve inter-departmental decision-
making process (Saqib et al., 2017). Other problems are lack of documentation of
some business processes and lack of knowledge in some specialization areas within
departments (Saqib et al., 2017). Another problem is related to the staff; for example,
employees are reluctant to participate in knowledge sharing because they are afraid
that another employee will work better (Bencsik, 2014). Employees tend to withhold

their knowledge from others, especially in online communities because the knowledge
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provider is not approached by the knowledge seeker directly (Haas et al., 2015). This
problem could be solved by including Incentive systems in KMSs to encourage
employees to share their knowledge (Sagib et al., 2017). The incentive systems may
give the bonus points to the valuable contributors and the bonus points could be
exchanged for the rewards (Saqgib et al., 2017). Because of these current issues,
KMSs still need to be continuously improved to better facilitate all KM activities.

The research considered expected KMSs’ functionalities based on existing
KMSs’ functionalities. KMSs should enable the organization to accumulate,
integrate, and utilize various types of expertise and know-how generated during KM
activities such as knowledge creating, capturing, sharing, and applying (Mohannak,
2014). KMSs should be able to support the creation of both new explicit and tacit
knowledge. According to Becerra-Fernandez & Sabherwal (2015), technologies that
support new explicit knowledge creation are databases, Web-based access to data,
data mining, repositories of information, Web portals, best practices and lessons
learned. Technologies that support new tacit knowledge creation are those supporting
socialization such as video-conferencing, electronic discussion groups, and e-mail.
Also, KMSs should be able to support knowledge capture for the conversion of tacit
knowledge into explicit form and vice versa. According to Becerra-Fernandez &
Sabherwal (2015), technologies that support the conversion of tacit knowledge into
explicit form are expert systems, chat groups, best practices, and lessons learned
databases. Technologies that support the conversion of explicit knowledge into tacit
form are computer-based communication, Al-based knowledge acquisition, and
computer-based simulations.

Moreover, KMSs should be able to support the sharing of both explicit and
tacit knowledge. According to Becerra-Fernandez & Sabherwal (2015), technologies
that support the sharing of explicit knowledge are team collaboration tools, Web-
based access to data, databases, and repositories of information, best practices
databases, lessons learned systems, and expertise locator systems. Technologies that
support the sharing of tacit knowledge are those that support socialization such as
video-conferencing, electronic discussion groups, and e-mail. In addition, KMSs
should be able to support the application of existing knowledge. According to

Becerra-Fernandez & Sabherwal (2015), technologies that support knowledge
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application are expert systems, decision support systems, troubleshooting systems
based on the use of case-based reasoning technologies, enterprise resource planning
systems, and management information systems.

In summary, KMSs in organizations need to be enhanced to solve current
problems and to better facilitate all KM activities. KMSs should be enhanced to be
able to maintain knowledge from different departments for easy retrieval.
Additionally, KMSs should be able to facilitate and encourage knowledge sharing
among employees. This research intends to create the proposed list of KMSs’
functionalities; therefore, the research focuses on the functional enhancement aspect
of KMSs.

2.4.1 Knowledge Discovery Process

As mentioned above, this research focuses on KM processes from the work of
Becerra-Fernandez & Sabherwal (2015). This KM process stated four main processes
which are knowledge discovery, capture, sharing, and application. Firstly, knowledge
discovery process discusses about the development of new tacit or explicit knowledge
from combining data and information, or from the synthesis of prior knowledge.
Knowledge discovery process consists of two subprocesses which are combination
and socialization. For creating tacit knowledge, knowledge can be obtained from
other people such as hiring new people, transferring people between departments, and
eliciting knowledge from experts, which support Becerra-Fernandez & Sabherwal
(2015). So, tacit knowledge is created through the mechanism of socialization, likely
Dalkir (2011) mentioned, the organization need to perform three activities which are
obtaining, analyzing, and reconstructing/synthesizing to build or create new
knowledge. Technologies can assist people to obtain knowledge from other people by
supporting discussion among individuals and groups. Examples of technologies
which currently support discussion are Social Networks and Chat applications
(Archer-Brown & Kietzmann, 2018; Blackmon, 2012; Mantymaki & Riemer, 2016).
Nowadays, several enterprise social media (ESM) platform choices such as
Microsoft’s Yammer, Salesforce Chatter, IBM Connections, and Facebook’s
Workplace are offered by vendors for the use within an organization (Archer-Brown
& Kietzmann, 2018).
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For creating explicit knowledge, knowledge can be obtained from existing
explicit knowledge such as reasoning with existing knowledge and importing
knowledge from procedure manuals (Dalkir, 2011). This activity supports Becerra-
Fernandez & Sabherwal (2015), which mentioned that new explicit knowledge is
created through combination. Technologies can assist people to obtain knowledge
from existing explicit knowledge by facilitating people to store, view, and retrieve
knowledge. Examples of technologies which currently support knowledge storing,
viewing, and retrieving are database systems and search engines (Meenakshi,
Agarwal, Bakshi, Bhatter, & Sivakumar, 2017; Ozorhon, Karatas, & Demirkesen,
2014; Tasleem, Ishrat, Islam, Ahmad, & Hassan, 2016). Today, many organizations
use web-based database systems to enhance the control of knowledge flow and make
better decisions because of the acquisition of data, storage of useful information in
databases, and retrieval of knowledge when needed (Ozorhon et al., 2014).
Therefore, in order to facilitate knowledge obtaining, KMSs should have these
functions which are Search, Browse, View, Bookmarks, Mash-ups, Personal User
Accounts, Convert, Deposit, Download, Personal Customization, Annotate, View
Annotation, Social Tagging, RSS Feeds, Online Meeting, Forums, Wikis, Blogs,
Social Networks, Online Training, and Chat (Amritesh & Misra, 2014; Antonova,
Gourova, & Nikolov, 2009; Bibikas et al., 2008; Blackmon, 2012; Botha, Kourie, &
Snyman, 2008; Dalkir, 2011; Hoarau & Kline, 2014; Kalyanaraman & Sundar, 2006;
Malison & Thammakoranonta, 2018; Rendon & Krajangwong, 2017; Roy & Mitra,
2018; Sampson & Zervas, 2013; Scherp, Schwagereit, & Ireson, 2009; Sundar, Oh,
Bellur, Jia, & Kim, 2012; Tao & Edmunds, 2018).

Analyzing knowledge is another activity the organization need to perform in
order to create new knowledge. Analyzing knowledge consists of extracting what
appears to be knowledge from obtained materials such as analyzing transcripts and
identify themes, listen to an explanation, and select concepts for further consideration
(Dalkir, 2011). This activity supports Becerra-Fernandez & Sabherwal (2015), which
mentioned that new explicit knowledge is created through combination. People can
extract knowledge manually or automatically using technologies. Technologies can
be utilized for knowledge extraction from structured sources such as relational
databases and XML (Santoso, Haw, & Abdul-Mehdi, 2011). An example of
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technologies which currently support knowledge extraction from structured sources is
data mining (Mariscal, Marban, & Fernéndez, 2010; Santoso et al., 2011). Data
mining is the results of research, techniques, and tools used to extract useful
information from large volumes of data (Mariscal et al., 2010). Technologies can also
be utilized for knowledge extraction from unstructured sources such as text,
documents, and voice (Scheidt & Chung, 2019; Yang et al., 2018). Examples of
technologies which currently support knowledge extraction from unstructured sources
are text mining and speech recognition. For example, text mining can be used in
various industries to extract knowledge from reports and analyze the relationship
between event logs and yield (Yang et al., 2018). Moreover, analyzing knowledge
consists of identifying patterns extracted such as trend analysis (Dalkir, 2011). This
activity supports Becerra-Fernandez & Sabherwal (2015), which mentioned that new
explicit knowledge is created through combination. Examples of technologies which
currently support identifying patterns is data mining and text mining (C &
Thanamani, 2014; Markham, Kowolenko, & Michaelis, 2015). Data mining uses
mathematical analysis to derive patterns and trends that exist in data (C & Thanamani,
2014). Data mining can be used in specific scenarios such as forecasting, risk and
probability, risk scenarios, recommendations, finding sequences, and grouping. Text
mining can be used to uncover customer needs, competitor actions, emerging trends,
and other individual pieces of information necessary to inform critical product
decisions (Markham et al., 2015). Therefore, in order to facilitate knowledge
analyzing, KMSs should have these functions which are Knowledge Filter, Automatic
Recommendation, Text Analytics, Speech Analytics, and Rate/Comment (Bibikas et
al., 2008; Fluss, 2010; Khan & Vorley, 2017; Pauleen & Wang, 2017; Sampson &
Zervas, 2013; Scheidt & Chung, 2019).

Reconstructing/synthesizing knowledge is another activity the organization
need to perform in order to create new knowledge. Reconstructing/synthesizing
knowledge consists of generalizing analyzed material, generating hypotheses,
establishing conformance between new and existing knowledge, and updating the
knowledge repositories by incorporating new knowledge (Dalkir, 2011). For
example, the staff synthesize the lessons-learned by first generalizing observed

customer behavior to obtain broader principles (Wiig, 1993). Second, they
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hypothesize potential consumer behaviors by explain customer behavior in terms of
several causal factors. Then, they verify the hypotheses and test them to verify that
they represent valid concepts. Then, they reconstruct valid hypotheses and relations
into a coherent and consistent model. Third, they combine and corroborate the new
insights with what is previously known to consolidate the knowledge into a congruent
whole. Finally, they update total knowledge pool by incorporating new knowledge
and discarding old, outdated, and false knowledge. This activity supports Becerra-
Fernandez & Sabherwal (2015), which mentioned that new explicit knowledge is
created through combination and new tacit knowledge is created through
socialization. Reconstructing/Synthesizing knowledge usually need to be done by
people. However, technologies can assist people to perform these activities by
facilitating people to review, modify, update, approve, and track existing knowledge.
These activities can be supported by technologies such as workflow management (Qi,
2017; Reijers, Vanderfeesten, & van der Aalst, 2016). Workflow management allows
people to coordinate and transfer work, including review, modify, update, approve,
and track existing work (Reijers et al., 2016). Workflow management ensures that
work can be automatically allocated by a computer system to resources such as
humans (Reijers et al., 2016). Therefore, in order to facilitate knowledge
reconstructing/synthesizing, KMSs should have these functions which are Upload,
Modify, Report, Approve, and Tracking (Dalkir, 2011; Hoarau & Kline, 2014; Roy &
Mitra, 2018).

In summary, technologies that support combination are databases, Web-based
access to data, data mining, repositories of information, Web portals, best practices,
lessons learned, search engines, text mining, speech recognition, and workflow
management.  Technologies that support socialization are video-conferencing,
electronic discussion groups, e-mail, social networks, chat applications, and workflow
management. In order to facilitate knowledge discovery, KMSs should have these
functions which are Search, Browse, View, Bookmarks, Mash-ups, Personal User
Accounts, Convert, Deposit, Download, Personal Customization, Annotate, View
Annotation, Social Tagging, RSS Feeds, Online Meeting, Forums, Wikis, Blogs,

Social Networks, Online Training, Chat, Knowledge Filter, Automatic
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Recommendation, Text Analytics, Speech Analytics, Rate/Comment, Upload,
Modify, Report, Approve, and Tracking.

2.4.2 Knowledge Capture Process

Knowledge capture process discusses about the process of retrieving either
explicit or tacit knowledge that resides both within people, artifacts, or organizational
entities and outside the organizational boundaries such as customers, suppliers,
consultants, and competitors (Becerra-Fernandez & Sabherwal, 2015). Knowledge
capture process consists of two subprocesses which are externalization and
internalization. To retrieve knowledge, Dalkir (2011) suggested that the organization
need to perform four activities which are codifying/modeling, organizing,
remembering, and accumulating knowledge in repositories. Codifying and modeling
knowledge consist of representing knowledge from people’s minds, assembling the
knowledge into a coherent model, documenting the knowledge in books and manuals,
and encoding it to be posted in a knowledge repository. This activity supports
Becerra-Fernandez & Sabherwal (2015), which mentioned that externalization is the
conversion of tacit knowledge into explicit form. These activities usually need to be
done by domain experts. However, technologies can assist people to perform these
activities by facilitating people to represent their tacit knowledge into explicit
knowledge publicly. This can be done using technologies which support discussion
among individuals and groups. Examples of technologies which currently support
discussion are Social Networks and Chat applications (Archer-Brown & Kietzmann,
2018; Blackmon, 2012; Mantymaki & Riemer, 2016). Employing Social Networks in
the organization allows the facilitation and capture of the social collaborations that
develop knowledge between employees and allows the organization to capture
knowledge sharing behavior that could allow the codification of tacit knowledge
(Archer-Brown & Kietzmann, 2018).

Organizing knowledge means that knowledge is organized for specific uses
and according to an established organizational framework such as standards and
categories (Dalkir, 2011). For example, the organization include a list of frequently
asked questions (FAQs) on its intranet. Organizing knowledge supports

externalization subprocess mentioned by Becerra-Fernandez & Sabherwal (2015) as
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knowledge are finally organized into explicit form. Knowledge organizing can be
done through ontology and taxonomy (Rajesh, Pugazhendhi, & Ganesh, 2011;
Santoso et al., 2011). Ontology makes hidden knowledge become explicit knowledge
through conceptualization which can be shared across different applications and
organization (Santoso et al., 2011). Ontology are usually presented using some
formal languages such as Web Ontology Language (OWL) in order to make it
shareable and processable by computer. Taxonomy is a standardized set of terms,
hierarchically organized, used to categorize information and knowledge (Rajesh et al.,
2011). The hierarchical organization displays relationships among terms. This
standardization of taxonomy makes it easier for users to find the desired items. An
example of technologies which assist people to organize knowledge and to support
ontology and taxonomy is database systems (Ozorhon et al., 2014; Tasleem et al.,
2016).

Remembering knowledge means that the individual has understood and
retained the knowledge (Dalkir, 2011). This activity supports Becerra-Fernandez &
Sabherwal (2015), which mentioned that internalization is the conversion of explicit
knowledge into tacit form. This activity mostly needs to be done by people and
usually depends on each individual. Normally, people tend to remember erased
information better than saved information because people assumed that they would
have access to saved information on a computer (Storm & Stone, 2015).
Nevertheless, technologies can facilitate the encoding and remembering of new
information. For example, a recent study from Storm & Stone (2015) requested the
participants to memorize a list of words in two files. Half of the participants need to
save the first file before moving on to the second file, while the others had to close it
without saving. The experiment revealed that participants recalled significantly more
information from the second file if they had saved the previous file. This suggests
that saving has the potential to significantly influence how people learn and
remember, especially enabling people to memorize and recall new information
instead. Therefore, an example of technologies which assist people to save or store
knowledge for future use is database systems (Ozorhon et al., 2014; Tasleem et al.,
2016).
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Accumulating knowledge in a repository refers to creating a knowledge base
and encoding knowledge to be stored in organizational memory (Dalkir, 2011). This
activity supports externalization subprocess mentioned by Becerra-Fernandez &
Sabherwal (2015) as knowledge are finally encoded into explicit form and stored as
an explicit form in a knowledge base. Technologies can assist people to accumulate
knowledge by facilitating people to create and store knowledge in a knowledge
repository. An example of technologies which currently support knowledge creating
and storing is database systems (Ozorhon et al., 2014; Tasleem et al., 2016).
Database systems provide a repository of information and knowledge which usually
can be easily accessed from any web browser (Tasleem et al., 2016).

In summary, technologies that support externalization are expert systems, chat
groups, best practices, lessons learned databases, social networks, and database
systems. Technologies that support internalization are computer-based
communication, Al-based knowledge acquisition, and computer-based simulations.
By considering these four activities which are codifying/modeling, organizing,
remembering, and accumulating knowledge in repositories, codifying and modeling
knowledge is the first important activity in knowledge capture process. Therefore,
functionalities of KMSs should include technologies which can support discussion
among individuals and groups in order to assist people to represent their tacit
knowledge into explicit knowledge publicly. Also, functionalities of KMSs should
include database systems technology to assist with organizing, remembering, and
accumulating knowledge. Therefore, KMSs should have these functions which are
Deposit, Forums, Wikis, Blogs, Social Networks, Online Training, and Chat
(Antonova et al., 2009; Bibikas et al., 2008; Blackmon, 2012; Botha et al., 2008;
Malison & Thammakoranonta, 2018; Rendon & Krajangwong, 2017; Sampson &
Zervas, 2013; Scherp et al., 2009; Tao & Edmunds, 2018).

2.4.3 Knowledge Sharing Process

Knowledge sharing process discusses about the process of communicating
explicit or tacit knowledge to other individuals, groups, departments, or organizations
and the recipients of knowledge need to understand and be able to perform further

action (Becerra-Fernandez & Sabherwal, 2015). Knowledge sharing consists of two
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subprocesses which are socialization and exchange. In order to communicate
knowledge, Dalkir (2011) suggested that the organization need to perform four
activities which are coordinating, assembling, reconstructing/synthesizing, and
accessing and retrieving knowledge. Coordinating knowledge refers to collaborative
teams working to identify knowledge sources. This activity supports socialization
subprocess mentioned by Becerra-Fernandez & Sabherwal (2015) as tacit knowledge
are being shared among collaborative teams. Technologies can support coordinating
knowledge by facilitating collaboration among people. Examples of technologies
which currently support collaboration are video conferencing and social tagging
(Huang, Lin, & Chan, 2012; Knapp, 2018). Video conferencing allows people to
communicate virtually face-to-face and share resources in a variety of small or large
group formats (Knapp, 2018). Video conferencing also help increase a sense of
community, enjoyment, and engagement among people from remote locations. Social
Tagging is a user-centric, social and democratic indexing systems allowing users to
create their own tags and associate these tags with digital resources such as articles,
photos, or websites shared on the systems (Huang et al., 2012). Users can also search
for the resources tagged by other users using personal vocabularies. Social Tagging is
advantageous and popular because users can enter the keywords that first come into
mind without the need to comply with a complex classification system.

Next activity is assembling knowledge sources into a library or repository for
subsequent access and easy retrieval. This activity supports exchange subprocess
mentioned by Becerra-Fernandez & Sabherwal (2015) as explicit knowledge is
assembled and kept in a knowledge repository for sharing among people.
Technologies can support assembling knowledge by facilitating knowledge storing.
An example of technologies which currently support knowledge storing is database
systems (Ozorhon et al., 2014; Tasleem et al., 2016). Database systems provide a
repository of information and knowledge which usually can be easily accessed from
any web browser (Tasleem et al., 2016). Therefore, in order to facilitate knowledge
coordinating and assembling, KMSs should have these functions which are Deposit,
Rate/Comment, Annotate, Social Tagging, RSS Feeds, Online Meeting, Online
Training, and Chat (Amritesh & Misra, 2014; Antonova et al., 2009; Bibikas et al.,
2008; Blackmon, 2012; Botha et al., 2008; Malison & Thammakoranonta, 2018;
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Rendon & Krajangwong, 2017; Sampson & Zervas, 2013; Scherp et al., 2009; Tao &
Edmunds, 2018).

Reconstructing/synthesizing knowledge consists of generalizing analyzed
material, generating hypotheses, establishing conformance between new and existing
knowledge, and updating the knowledge repositories by incorporating new knowledge
(Dalkir, 2011). For example, the staff synthesize the lessons-learned by first
generalizing observed customer behavior to obtain broader principles (Wiig, 1993).
Second, they hypothesize potential consumer behaviors by explain customer behavior
in terms of several causal factors. Then, they verify the hypotheses and test them to
verify that they represent valid concepts. Then, they reconstruct valid hypotheses and
relations into a coherent and consistent model. Third, they combine and corroborate
the new insights with what is previously known to consolidate the knowledge into a
congruent whole. Finally, they update total knowledge pool by incorporating new
knowledge and discarding old, outdated, and false knowledge. This activity supports
socialization and exchange subprocess mentioned by Becerra-Fernandez & Sabherwal
(2015) as this activity occurs to both tacit and explicit knowledge during knowledge
sharing. This activity when occurred during knowledge sharing process does not
generate new knowledge as when occurred during knowledge discovery process.
Reconstructing/Synthesizing knowledge usually need to be done by people.
However, technologies can assist people to perform these activities by facilitating
people to review, modify, approve, and track existing knowledge. These activities
can be supported by technologies such as workflow management (Qi, 2017; Reijers et
al., 2016). Workflow management allows people to coordinate and transfer work,
including review, modify, update, approve, and track existing work (Reijers et al.,
2016). Workflow management ensures that work can be automatically allocated by a
computer system to resources such as humans (Reijers et al., 2016). Therefore, in
order to facilitate knowledge reconstructing/synthesizing, KMSs should have these
functions which are Modify, Report, Approve, and Tracking (Dalkir, 2011; Hoarau &
Kline, 2014; Roy & Mitra, 2018).

Accessing and retrieving knowledge can be done directly from the repository
such as obtaining advice from a knowledge-based system or arriving at a decision

from a knowledge document (Dalkir, 2011). This activity supports exchange
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subprocess mentioned by Becerra-Fernandez & Sabherwal (2015) as this activity is
used for explicit knowledge sharing. Technologies can support this activity by
facilitating people to view and retrieve knowledge from the repository. An example
of technologies which currently assist people to store knowledge for future retrieval is
database systems (Ozorhon et al., 2014; Tasleem et al., 2016). When necessary,
people can view and download the knowledge resources from the database through
the web browser (Ozorhon et al., 2014). People can also access and retrieve
knowledge shared from other people especially knowledgeable people or domain
experts (Dalkir, 2011). This activity supports socialization subprocess mentioned by
Becerra-Fernandez & Sabherwal (2015) as this activity is used for tacit knowledge
sharing. Technologies can support this activity by facilitating people to share
knowledge among peers. An example of technologies which currently assist people
to share knowledge is an Intranet (Averweg, 2011). Intranet is an application of
technology within an organization for the purpose of information dissemination,
communication, integration, and collaboration. The Intranet is a valuable tool for the
organization to support KM initiatives and enable knowledge sharing. Therefore, in
order to facilitate knowledge accessing and retrieving, KMSs should have these
functions which are Download, View Annotation, and Share (Antonova et al., 2009;
Bibikas et al., 2008; Hoarau & Kline, 2014; Migdadi, Zaid, & Hujran, 2012; Sampson
& Zervas, 2013; Scherp et al., 2009).

In summary, technologies that support exchange are team collaboration tools,
Web-based access to data, databases, and repositories of information, best practices
databases, lessons learned systems, expertise locator systems, and workflow
management.  Technologies that support socialization are video-conferencing,
electronic discussion groups, e-mail, social tagging, Intranet, and workflow
management. In order to facilitate knowledge sharing, KMSs should have these
functions which are Deposit, Rate/Comment, Annotate, Social Tagging, RSS Feeds,
Online Meeting, Modify, Report, Approve, Tracking, Download, View Annotation,

and Share.
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2.4.4 Knowledge Application Process

Knowledge application process discusses about the utilization of knowledge
within the organization to make decisions, perform tasks, solving new problems, and
improving efficiency (Becerra-Fernandez & Sabherwal, 2015).  Knowledge
application consists of two subprocesses which are direction and routine. In order to
utilize knowledge, Dalkir (2011) suggested that the organization need to perform
several activities such as performing tasks, surveying, describing, selecting,
observing, analyzing, synthesizing, evaluating, deciding, and implementing. For
example, established knowledge can be used to perform a routine task such as making
standard products or provide a standard service. General knowledge can be used to
survey exception situations at hand such as determining the problem and estimating
potential consequences. Knowledge can be used to describe situation and scope such
as identifying the problem and how it should be handled in general. People can select
relevant special knowledge to handle the situation such as identifying knowledge
sources for expertise to handle the special situation. Special knowledge can be used
to observe situation such as comparing with known patterns and history, then
collecting and organizing the required information. Knowledge can be used to
analyze situation such as judging whether situation can be handled internally or
externally. Knowledge can be used to synthesize alternative solutions such as
identifying options and outlining different approaches. Special knowledge can be
used to evaluate potential alternatives such as determining risks and benefits of each
alternative. People can use knowledge to decide what to do such as ranking
alternatives, selecting the best one, and doing a reality check. Finally, people can
implement selected alternatives such as executing the task and authorizing the team to
proceed. These activities support both direction and routine subprocesses mentioned
by Becerra-Fernandez & Sabherwal (2015). The owner of the knowledge can
perform these activities by directing the action involving instructions or decisions to
another individual, which is likely the direction subprocess. The organization can
also embed knowledge in procedures, rules, and norms and allow people to perform
these activities by utilizing that knowledge, which is likely the routine subprocess.
Technologies supporting direction include experts’ knowledge embedded in expert

systems, decision support systems, and troubleshooting systems based on the use of
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case-based reasoning technologies. Technologies supporting routine include expert
systems, enterprise resource planning systems (ERP), and several information
systems. Regarding several activities previously described, technologies can support
these activities by automating or fastening the task and decision making. An example
of technologies which currently support task automation and decision making is
Artificial Intelligence (Al) (Sanders & Gegov, 2013; Sermet & Demir, 2018). Al
combines a wide variety of advanced technologies to give machines an ability to
learn, adapt, make decisions and display new behaviors (Sanders & Gegov, 2013).
Therefore, in order to facilitate knowledge utilization, KMSs should have these
functions which are Chat Bot and Al-based Workflow Automation (Kokina &
Davenport, 2017; Kumar, Dutta, Rai, & Patil, 2017; Naik & Bhide, 2014; Narendra,
Pradeep, & Prabhakar, 2017).
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2.4.5 Functionalities of KMSs Conceptual Model
Based on the nature of activities discuss in 2.4.1 through 2.4.4, the KMSs
should be able to
1) Send and receive messages both short and long messages
asynchronously.
2) Collect and manage file attachments based on the topics discussed.
3) Organize and categorize information and knowledge.

4) Display relevant information based on the search keywords or

image.

5) Extract useful information from structured and unstructured
sources.

6) Allocate and transfer works to other people, as well as track work
status.

7) Send and receive video calls.

8) Manage tags.

9) Automate tasks

Existing technologies that can be used for sending and receiving messages are

email, chat, and social networks. Document management systems is the technology
that can be used for collecting and managing file attachments. Database systems is
the technology that can be used for organizing and categorizing information and
knowledge. Search engines is the technology that can be used for displaying relevant
information based on the search keywords. For extracting useful information from
structured and unstructured sources, existing technologies that can be used are data
mining, text mining, and speech recognition. Workflow management is the
technology that can be used for allocating and transferring works, as well as tracking
work status. Videoconferencing is the technology that can be used for sending and
receiving video calls. Social tagging is the technology that can be used for managing
tags. For automating tasks, existing technology that can be used is Artificial
Intelligence. Therefore, to better facilitate KM processes, KMSs should have at least
thirty-four functions which are briefly described below. These functions are

1) Deposit. This function enables users to store explicit knowledge

assets in a centralized knowledge repository, so as to be able to reference them with
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unique URLSs for future use and sharing them with other users. This function supports
new explicit knowledge creation; therefore, it supports knowledge discovery process.
This function also supports explicit knowledge sharing; therefore, it supports
knowledge sharing process.

2) Search. This function enables users to search explicit knowledge
assets using keywords, which are matched with explicit knowledge assets metadata.
This function supports new explicit knowledge creation; therefore, it supports
knowledge discovery process.

3) Browse. This function enables users to browse explicit knowledge
assets based on different classifications. This function supports new explicit
knowledge creation; therefore, it supports knowledge discovery process.

4) View. This function enables users to preview the content of
explicit knowledge assets. This function supports new explicit knowledge creation;
therefore, it supports knowledge discovery process.

5) Download. This function enables users to download explicit
knowledge assets and further use them or modify them locally. This function
supports new explicit knowledge creation; therefore, it supports knowledge discovery
process. This function also supports explicit knowledge sharing; therefore, it supports
knowledge sharing process.

6) Rate/Comment. This function enables users to provide ratings and
comments regarding the explicit knowledge assets that are stored in the KMSs. These
ratings and comments could be related with the impressions of the end-users who
have used a specific knowledge asset within a certain business process. This function
supports new explicit knowledge creation; therefore, it supports knowledge discovery
process. This function also supports explicit knowledge sharing; therefore, it supports
knowledge sharing process.

7) Knowledge Filter. This function provides users with rankings of
explicit knowledge assets during their searching, which are based on other users’
comments and ratings. This function supports new explicit knowledge creation;
therefore, it supports knowledge discovery process.

8) Automatic Recommendations.  This function provides the

suggestion of explicit knowledge assets, that are relevant to previous users’ search
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queries.  This function supports new explicit knowledge creation; therefore, it
supports knowledge discovery process.

9) Save Favorite. This function enables users to save explicit
knowledge assets and add them to their personal and/or favorite lists, so as to be able
to access them more easily in the future. The example of this function is bookmark
tool in Google Chrome web browser. This function supports new explicit knowledge
creation; therefore, it supports knowledge discovery process.

10) Combine. This function present explicit knowledge assets
acquired from different sources and combined in a way which delivers new insights.
This function enables users to search and retrieve explicit knowledge assets from
other systems and applications. This function works like a mashup which is a web
page or web application that uses content from more than one source to create a single
new service displayed in a single graphical interface. This function supports new
explicit knowledge creation; therefore, it supports knowledge discovery process.

11) Annotate. This function enables the creators of explicit
knowledge assets to annotate them by adding tags to them, so as to be searchable and
retrievable from other users. This function supports new explicit knowledge creation;
therefore, it supports knowledge discovery process. This function also supports
explicit knowledge sharing; therefore, it supports knowledge sharing process.

12) View Annotations. This function enables users to view the tags of
explicit knowledge assets that has been added by the creator of the specific
knowledge assets. This function supports new explicit knowledge creation; therefore,
it supports knowledge discovery process. This function also supports explicit
knowledge sharing; therefore, it supports knowledge sharing process.

13) Social Tagging. This function enables users to collaboratively
annotate explicit knowledge assets by adding tags to them. Also, other users can
search and retrieve explicit knowledge assets based on the tags added not only by the
creators of the explicit knowledge assets but also from their peers. This function
supports new explicit knowledge creation; therefore, it supports knowledge discovery
process. This function also supports explicit knowledge sharing; therefore, it supports

knowledge sharing process.
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14) Personal User Accounts. This function enables users to create and
manage their own personal accounts by completing their personal information and
preferences. User accounts include information about: (a) the explicit knowledge
assets that a user has contracted and deposited to the KMSs, (b) the explicit
knowledge assets that the user has saved favorites and (c) the ratings/comments and
tags that the user has provided to its own explicit knowledge assets or to explicit
knowledge assets deposited to the KMSs by his/her peers. This function supports new
explicit knowledge creation; therefore, it supports knowledge discovery process.

15) Forums. This function enables users to communicate and
exchange ideas in an asynchronous way about the explicit knowledge assets stored in
the KMSs. This function supports the conversion of tacit knowledge to explicit form
and vice versa; therefore, it supports knowledge capture process. This function also
supports new tacit knowledge creation and sharing; therefore, it supports knowledge
discovery and sharing processes.

16) Inform Updates. This function informs users when new explicit
knowledge assets are added to the KMSs or when existing explicit knowledge assets
are updated. This function works like RSS which is a web feed that allows users and
applications to access updates to websites in a standardized, computer-readable
format. This function supports new explicit knowledge creation; therefore, it supports
knowledge discovery process. This function also supports explicit knowledge
sharing; therefore, it supports knowledge sharing process.

17) Collaborate. This function enables users to work collaboratively
and create, edit, and share explicit knowledge assets. The example of this function is
Wikis which is a website that allows collaboratively editing of its content and
structure by its users. This function supports the conversion of tacit knowledge to
explicit form and vice versa; therefore, it supports knowledge capture process. This
function also supports new tacit knowledge creation and sharing; therefore, it supports
knowledge discovery and sharing processes.

18) Personal Log. This function enables users to build and maintain
their own web logs for publishing their opinions about explicit knowledge assets
stored in KMSs and receiving comments from other users about their reflections. The

example of this function is a blog which is a regularly updated website or web page,
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typically one run by an individual or small group, that is written in an informal or
conversational style. This function supports the conversion of tacit knowledge to
explicit form and vice versa; therefore, it supports knowledge capture process. This
function also supports new tacit knowledge creation and sharing; therefore, it supports
knowledge discovery and sharing processes.

19) Social Networks. This function enables users to build online
social networks based on the explicit knowledge assets that they are offering to the
KMSs. Users then can share their common interests with other users. This function
supports the conversion of tacit knowledge to explicit form and vice versa; therefore,
it supports knowledge capture process. This function also supports new tacit
knowledge creation and sharing; therefore, it supports knowledge discovery and
sharing processes.

20) Online Training. This function allows users to attend online
training classes and access all training materials related to the registered classes at
their desired time. Through this function, users can also communicate and collaborate
with other users registered for the same classes to share ideas or work on group
activities. This function supports the conversion of explicit knowledge to tacit form;
therefore, it supports knowledge capture process. This function also supports new
tacit knowledge creation and sharing; therefore, it supports knowledge discovery and
sharing processes.

21) Online Meeting. This function allows users to set up virtual face-
to-face meetings, so users can communicate and collaborate among individuals and
team members at anytime and anywhere. Users from different geographical areas can
brainstorm in group and/or conduct online seminars using this function. This function
supports new tacit knowledge creation and sharing; therefore, it supports knowledge
discovery and sharing processes.

22) Share. This function allows users to share the explicit knowledge
via various channels such as email, instant messaging, social networks, and QR code
link. This function supports explicit knowledge sharing; therefore, it supports
knowledge sharing processes. This function should be available as buttons or links
appeared at the end of the explicit knowledge. For example, one button is used to

share explicit knowledge through email. Another button is used to share explicit
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knowledge through instant messaging. Once users came across the explicit
knowledge that might interest other users, they can click the button to share this
explicit knowledge to other users.

23) Chat. This function allows users to communicate with each other
in individual chat or chat groups. Chat function should be a stand-alone function that
separates from Social Networks function. This function would encourage employees to
express more opinion in case they are uncomfortable to express opinion publicly through
face to face communication. This function supports the conversion of tacit knowledge
to explicit form; therefore, it supports knowledge capture process. This function also
supports tacit knowledge sharing; therefore, it supports knowledge sharing process.

24) Chat Bot. This function allows users to ask the questions and
receive the answers provided by automatic systems. Users ask questions by typing
the questions into the chat bot’s message box and receive the answers from the chat
bot. Chat bots can also direct users to the desired knowledge by providing the link to
that knowledge. This function supports the use of knowledge embedded in
procedures and rules; therefore, it supports knowledge application process.

25) Al-based Workflow Automation. This function enables users to
automate repetitive tasks by using artificial intelligence. Organizations need to
identify structured and repetitive or time-consuming tasks and then use Al to
automate those tasks. This function can parse various information, make decisions,
and act on it faster than users. This function supports the use of knowledge embedded
in procedures and rules; therefore, it supports knowledge application process.

26) Upload. This function enables users to upload explicit knowledge
assets to knowledge repository. Users who are the owner of explicit knowledge
assets can upload explicit knowledge assets to knowledge repository. Once these
explicit knowledge assets are uploaded into knowledge repository, they can be
combined with the existing explicit knowledge to become new explicit knowledge.
Then, these explicit knowledge assets in knowledge repository can be accessed by
users with authorization for future use. This function supports new explicit
knowledge creation; therefore, it supports knowledge discovery process.

27) Modify. This function allows users to modify explicit knowledge

assets online without having to download them locally. While browsing and viewing
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explicit knowledge assets online, users can modify and save changes to explicit
knowledge assets onscreen. Users do not need to download the explicit knowledge
assets to their computers. This function supports new explicit knowledge creation;
therefore, it supports knowledge discovery process. This function also supports
explicit knowledge sharing; therefore, it supports knowledge sharing process.

28) Convert. This function allows users to convert explicit knowledge
assets in hard copied forms to digital forms. This function should be available as a
button or a menu in KMSs so that users can click the button or select the menu to
convert the explicit knowledge assets from hard copied forms to digital forms. Once
users click the button or select the menu, the systems will trigger scanners to scan the
paper-based documents. Then, users need to select the location where they want to
keep the explicit knowledge assets. This function supports new explicit knowledge
creation; therefore, it supports knowledge discovery process.

29) Report. This function allows users to report the mistake of the
explicit knowledge assets to administrator to reduce knowledge error. This function
should be available as a button or a menu for each explicit knowledge asset. Once
users came across the explicit knowledge assets which are incorrect, they can click
the button or select the menu to report the mistake of the explicit knowledge assets to
the administrator. Users can also add the comments while they are reporting the
explicit knowledge asset. This function supports new explicit knowledge creation;
therefore, it supports knowledge discovery process. This function also supports
explicit knowledge sharing; therefore, it supports knowledge sharing process.

30) Approve. This function allows authorized users to approve the
explicit knowledge assets during the approval process. For some explicit knowledge
assets which need approval, the systems will notify the users who are authorized as
approvers via email to approve the explicit knowledge. Then, approvers can click the
link from email to view the explicit knowledge and can click the button or select the
menu to approve the explicit knowledge submitted to them. Approvers need to
approve the explicit knowledge within the time frame. The systems will notify the
owner for the status of the approval process. This function supports new explicit

knowledge creation; therefore, it supports knowledge discovery process. This function
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also supports explicit knowledge sharing; therefore, it supports knowledge sharing
process.

31) Tracking. This function enables users to track the explicit
knowledge asset status during the approval process. This function should be available
as a menu in the systems for users to check the status of the explicit knowledge,
which enter the approval process. Only users who are the owner of the explicit
knowledge and users who are authorized as approvers of the explicit knowledge can
check the status of the explicit knowledge. This function supports new explicit
knowledge creation; therefore, it supports knowledge discovery process. This
function also supports explicit knowledge sharing; therefore, it supports knowledge
sharing process.

32) Text Analytics. This function enables users to recognize and
identify relevant items of information hidden in text. This function assist
organizations to discover hidden knowledge and generate new knowledge from vast
amounts of structured and unstructured data. This function should be able to identify
and analyze sentiments, people, places, and other information from websites, internal
files, reports, surveys, emails, news, and social media. This function supports new
explicit knowledge creation; therefore, it supports knowledge discovery process.

33) Speech Analytics. This function enables users to record customer
calls and analyze them to find useful information. This function assist organizations
to classify calls, improve customer service agent performance, get insights from
verbal conversation, and understand the context and the sentiment of the customers
during the customer interaction. This function applies linguistic and semantic
analysis to verbal conversations. This function should understand the topics
discussed, their context, and the sentiment of the speakers during the interaction. This
function supports new explicit knowledge creation; therefore, it supports knowledge
discovery process.

34) Personal Customization. This function allows users to customize
their own portals to suit their needs. This function allows users to combine existing
explicit knowledge during customization. Users can rearrange the knowledge items
appeared in their own portals, or even hide some items that are not relevance. Once

users login to their own portals, they can see only knowledge items which they are
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interested in. This function supports new explicit knowledge creation; therefore, it

supports knowledge discovery process.

Technologies, systems, and functionalities that can support KM processes are

presented in Table 2.1.

Table 2.1 Knowledge Management Processes and Systems’ Functionalities

KM Processes KM Subprocesses

KMSs' Functionalities

Knowledge Combination

Discovery

Deposit

Search

Browse

View

Download
Rate/Comment
Knowledge Filter
Automatic
Recommendations
Save Favorite
Combine
Annotate

View Annotations
Social Tagging
Personal User Accounts
Inform Updates
Upload

Modify

Convert

Report

Approve
Tracking

Text Analytics



KM Processes KM Subprocesses KMSs' Functionalities

Speech Analytics
Personal Customization

Socialization Forums
Collaborate
Personal Log
Social Networks
Online Training
Online Meeting
Chat

Knowledge Capture  Externalization Forums

Collaborate
Personal Log
Social Networks
Chat
Forums
Collaborate

Internalization Personal Log
Social Networks
Online Training

Knowledge Sharing  Socialization Forums

Collaborate
Personal Log
Social Networks
Online Training
Online Meeting
Chat

Exchange Deposit
Download
Rate/Comment

Annotate
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KM Processes KM Subprocesses

KMSs' Functionalities

Knowledge Direction

Application Routines

View Annotations
Social Tagging
Inform Updates
Share

Modify

Report

Approve

Tracking

Chat Bot

Al-based Workflow

Automation

KMSs' functionalities found in many researches are presented in Table 2.2.

Table 2.2 Knowledge Management Systems’ Functionalities and References

No. KMSs' Functionalities

References

Existing functions of KMSs
1 Deposit

2 Search

3 Browse

4 View

5 Download

6 Rate/Comment

7 Knowledge Filter

Sampson & Zervas 2013; Antonova

Bibikas et al. 2008

Sampson & Zervas 2013; Antonova

Scherp et al. 2009; Bibikas et al. 2008

Sampson & Zervas 2013; Antonova

Scherp et al. 2009; Bibikas et al. 2008

Sampson & Zervas 2013; Antonova

Scherp et al. 2009; Bibikas et al. 2008

Sampson & Zervas 2013; Antonova

Scherp et al. 2009; Bibikas et al. 2008

Sampson & Zervas 2013; Bibikas et al.
Sampson & Zervas 2013; Bibikas et al.

et al.

et al.

et al.

et al.

et al.

2008
2008

2009;

2009;

2009;

2009;

2009;
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No. KMSs' Functionalities References
8 Automatic Sampson & Zervas 2013; Bibikas et al. 2008
Recommendations
9 Save Favorite Sampson & Zervas 2013; Bibikas et al. 2008

10 Combine Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009

11 Annotate Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009; Bibikas et al. 2008

12 View Annotations Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009; Bibikas et al. 2008

13 Social Tagging Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009; Bibikas et al. 2008

14 Personal User Accounts  Sampson & Zervas 2013; Antonova et al. 2009

15 Forums Sampson & Zervas 2013; Scherp et al. 2009

16 Inform Updates Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009

17 Collaborate Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009; Bibikas et al. 2008

18 Personal Log Sampson & Zervas 2013; Antonova et al. 2009;
Scherp et al. 2009; Bibikas et al. 2008

19 Social Networks Sampson & Zervas 2013; Antonova et al. 2009;

Scherp et al. 2009

Proposed functions could be used for KMSs

20

21

22

23

24

Online Training
Online Meeting
Share

Chat

Chat Bot

Malison & Thammakoranonta 2018; Botha et al.
2008

Amritesh & Misra 2014; Botha et al. 2008

Hoarau & Kline 2014; Migdadi et al. 2012

Tao & Edmunds 2018; Rendon & Krajangwong
2017; Blackmon 2012

Narendra et al. 2017; Kumar et al. 2017
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No. KMSs' Functionalities References
25 Al-based Workflow Kokina & Davenport 2017; Naik & Bhide 2014
Automation

26 Upload Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

27 Modify Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

28 Convert Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

29 Report Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

30 Approve Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

31 Tracking Roy & Mitra 2018; Hoarau & Kline 2014; Dalkir
2011

32 Text Analytics Khan & Vorley 2017; Pauleen & Wang 2017

33 Speech Analytics Scheidt & Chung 2019; Fluss 2010

34 Personal Customization  Sundar et al. 2012; Kalyanaraman & Sundar 2006

From Table 2.2, the first nineteen functions are the functions of KMSs,

currently used and supported by Web 2.0 technologies. These functions are general

and widely used for KMSs in the organizations based on relevant studies in the

literature (Sampson & Zervas, 2013; Antonova, Gourova, & Nikolov, 2009; Bibikas,

et al., 2008; Scherp, Schwagereit, & Ireson, 2009). The last fifteen functions are the

functions which are never been used for KMSs before, so these functions can be

introduced to KMSs for improving KM performance. This research also used the first

nineteen functions to explore further in the next chapter whether KMSs in the selected

organizations have these functions. The next chapter presents the current practice of

KMSs in the organizations which include KM tools and systems used, existing

functionalities of KMSs, and problems occurred during all KM processes from the
work of Becerra-Fernandez & Sabherwal (2015).



CHAPTER 3

CURRENT PRACTICE OF KMSs

3.1 Research Questions

Research questions of this chapter were addressed as follows;

Research question 1: What are KMSs or KM tools currently used by the
organization to support KM processes?

Research question 2: What are the current problems occurred from KMSs

utilization?

3.2 Research Methodology

To answer research question 1 and 2, this research used the structured
interview approach to collect the data regarding KMSs usage and current problems
occurred from KMSs utilization from the KM experts in organizations.
Homogeneous purposive sampling technique (Etikan, Musa, & Alkassim, 2016) were
used to select organizations. Homogeneous purposive sampling is the sampling
technique that focuses on candidates who share similar traits or specific
characteristics (Etikan et al., 2016). Therefore, this research selected organizations,
which perform KM activities and use KM tools or systems for five years or more.
This period ensures that KM processes are settled in organizations’ working
environment.  Organizations were selected from various industries, which are
banking, telecommunication, oil and gas, and internet software and services. The list

of organizations was presented in Table 3.1.
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Table 3.1 Organization List

Organization  Industry Organization Sizex
A Banking Approx. 25,000 employees
B Internet software and services Approx.500 employees
C Oil and gas Approx. 4,600 employees
D Telecommunication Approx. 4,300 employees
E Banking Approx. 23,800 employees
F Telecommunication Approx. 2,300 employees

Note: *Based on the company annual report 2016 from The Stock Exchange of
Thailand, 2017.

From six organizations, KM experts, who have been working in KM area for
more than five years, were interviewed. Those experts have strong background
knowledge about KM and have experiences with KM tools and systems. The
interview questions were developed primarily based on KM processes by Becerra-
Fernandez & Sabherwal (2015). The questions intended to collect the existing KMSs,
the functionalities, and the actual problems occurred from the use of KMSs in the
organizations. The questions include the list of existing functions of KMSs from
Table 2.2 in order to investigate whether the existing KMSs in these organizations
have these functions. For better understanding during the interview, some conceptual
functions have been changed to use current technologies to illustrate the
characteristics of the functions. The followings were changes of the functionalities’
names.

1) Save Favorite changed to Bookmark function
2) Combine changed to Mash-ups function

3) Inform Updates changed to RSS feeds

4) Collaborate changed to Wikis

5) Personal Log changed to Blogs
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The set of questions was revised five times before actual interview by
information systems professors and practitioners. The first revision is done by
inserting definition of KMSs and description of KM processes inside the related
questions. The second revision is done by moving definition of KMSs and
description of KM processes before the set of questions. The third revision is done by
inserting objective of research, removing some unnecessary questions, and changing
some questions. The fourth revision is done by revising some definition of KMSs and
description of KM processes. The fifth revision is done by revising some definition
of KMSs and description of KM processes to be more concise. All six versions of
interview questions are included in Appendix A. The sub questions for the main
questions were prepared as a checklist to be used during the interview.

All interview questions were piloted with three information systems
practitioners to refine the interview questions. One of the problems found during pilot
interview was that the interviewer needed to ensure that the interviewees had the same
understanding on the KM processes. To solve this problem, the interviewer needed to
explain the KM processes at the beginning of the interview. Another problem is that
most questions were designed based on the KM processes. In the real world, the
organization may experience the same problem which was related to one or more KM
processes. To solve this problem, after the interview, the interviewer needed to
analyze the collected problems to relate the problems with KM processes.

Then, all interview questions were rehearsed with three information systems
practitioners. The problem found during the rehearsal was that the interviewer spends
long time explaining the KM processes at the beginning of the interview. To solve
this problem, the interviewer needed to submit the documents describing the KM
processes to the interviewees before the actual interview. Then, during the actual
interview, the interviewer needed to briefly explain the KM processes. Moreover, the
rehearsal allows the interviewer to practice the interviewing style and become more
comfortable with the interview questions and process. The final version of interview

questions which is used in the actual interview is listed and described below.
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3.2.1 Interview Questions
The following questions are the interview questions which are used in this
research. Question number 6 was adapted from Singh (2013).
1) Does your organization have knowledge management systems?
(1) How long have you been using the systems?
(2) Do you think the systems are successful?

2) What are the problems found in your organization during
knowledge discovery process (the development of new tacit or explicit knowledge
from combining data, information, or prior knowledge, socialization, and hiring new
employees or by forming external alliances)?

(1) What are the problems during creating new explicit
knowledge?
(2) What are the problems during creating new tacit knowledge?

3) What are the problems found in your organization during
knowledge capture process (the process of retrieving either explicit or tacit knowledge
that resides within people, artifacts, or organizational entities)?

(1) What are the problems when converting tacit knowledge into
explicit form?

(2) What are the problems when converting explicit knowledge
into tacit form?

4) What are the problems found in your organization during
knowledge sharing (the process of communicating explicit or tacit knowledge to other
individuals, groups, departments or organizations and the recipients of knowledge
need to understand and be able to perform further action)?

(1) What are the problems when sharing tacit knowledge?
(2) What are the problems when sharing explicit knowledge?

5) What are the problems found in your organization during
knowledge application (the actual use of knowledge for the purpose of adjusting
strategic direction, solving new problems, and improving efficiency)?

(1) What are the problems regarding direction of work?

(2) What are the problems regarding routines of work?
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6) What would you consider the most needed KMSs functionality in
your organization?
7) Please consider whether the existing knowledge management

systems in your organization have the following functions.

Table 3.2 Knowledge Management Systems’ Functionalities and Description

No. KMSs Description

Functionalities

1.  Deposit This function enables users to store explicit knowledge
assets in a centralized knowledge repository.

2. Search This function enables users to search explicit knowledge
assets using keywords matched with explicit knowledge
metadata.

3. Browse This function enables wusers to browse explicit
knowledge assets based on different classifications.

4.  View This function enables users to preview the content of
explicit knowledge assets.

5. Download This function enables users to download explicit
knowledge assets and use or modify them locally.

6. Rate/Comment This function enables users to provide ratings and
comments regarding the explicit knowledge assets
stored in the KMSs.

7. Knowledge Filter ~ This function provides users with rankings of explicit
knowledge assets during their searching. The rankings
are based on other users’ comments and ratings.

8.  Automatic This function provides the suggestion of explicit

Recommendations knowledge assets. The suggestion is based on previous

users’ search queries.

9. Bookmark This function enables users to bookmark explicit
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No.

KMSs

Functionalities

Description

10.

11.

12.

13.

14.

15.

16.

17.

Mash-ups

Annotate

View Annotations

Social Tagging

Personal User
Accounts

Forums

RSS Feeds

Wikis

knowledge assets and add them to their favorite lists.
Users then can easily access these explicit knowledge
assets in the future.

Mash-ups refer to web applications which present data
acquired from different sources and combined to
provide new functions or insights. This function
enables users to search and retrieve explicit knowledge
assets from other systems and applications.

This function enables the creators of explicit knowledge
assets to add tags to them. Other users then can search
and retrieve explicit knowledge assets with the same
tags.

This function enables users to view the tags of explicit
knowledge assets added by the creator of the particular
knowledge assets.

This function enables users to collaboratively annotate
explicit knowledge assets by adding tags to them. Also,
other users can search and retrieve explicit knowledge
assets based on the tags added by anyone.

This function enables users to create and manage their
own personal accounts.

This function enables users to communicate and
exchange ideas about the explicit knowledge assets
stored in the KMSs.

This function informs users when new explicit
knowledge assets are added to the KMSs or when
existing explicit knowledge assets are updated.

This function enables users to work collaboratively and

create, edit, and share explicit knowledge assets.
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No. KMSs Description

Functionalities

18. Blogs This function enables users to build and maintain their
own blogs for publishing their opinions and receiving
comments from other users.

19.  Social Networks  This function enables users to build online social
networks based on the explicit knowledge assets. Users

then can share their common interests with other users.

3.2.2 Interview Questions Clarification

Each interview questions will be explained in depth in this section.

Question 1: Does your organization have knowledge management systems?
This question intends to ask the interviewee regarding existing knowledge
management systems in the organization to find out which tools and systems are
currently used and duration of use. Also, the question intends to find out whether the
interviewee thinks the systems are successful. The answer could provide the details
of tools and systems used in the organization to support KM processes. The details
include the name and characteristics of tools and systems, duration of use, and their
popularity.

Question 2: What are the problems found in your organization during
knowledge discovery process?

This question aims to collect specific issues or concerns the interviewee faced
during the process of knowledge discovery. The activities will be separated into two
activities; when creating new explicit knowledge and when creating new tacit
knowledge. The interviewee should be able to describe how knowledge is created and
identify the supported tools. For example, Data mining has been widely used as a
technique or tool for the purpose of extracting useful information from large volumes
of data (Mariscal, Marba", & Ferna'ndez, 2010). Data mining is the key part of
Knowledge Discovery in Databases (KDD) which refers to the process of finding
knowledge in data (C & Thanamani, 2014). Furthermore, the interviewee should be
able to identify how the organization deals with knowledge discovery through

socialization and the current problems.
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Question 3: What are the problems found in your organization during
knowledge capture process?

This question intends to collect specific issues or concerns the interviewee
faced during the process of knowledge capture. The activities will be separated into
two activities; when converting tacit knowledge into explicit form and when
converting explicit knowledge into tacit form. The expected answers would be the
difficulty of converting tacit into explicit knowledge. The barriers of tacit knowledge
conversion mainly come from cultural background. For example, the organization,
which has a very clear hierarchy of leadership mechanism, most decisions are made
by high level managers without considering the recommendation of subordinates (Fu
& Duan, 2010). Therefore, it will lead to the difficulty in locating valuable tacit
knowledge and finally block the conversion of tacit knowledge as well. Moreover,
tacit knowledge conversion requires time consuming and energy and many
organizations still lack incentive mechanism to motivate knowledge initiator (Fu &
Duan, 2010).

Question 4: What are the problems found in your organization during
knowledge sharing?

This question intends to collect specific issues or concerns the interviewee
faced during the process of knowledge sharing. The activities will be separated into
two activities; when sharing tacit knowledge and when sharing explicit knowledge.
Today technologies may enable people become more socialized than in the past and
make it easier to publish and share explicit knowledge. The interviewee should be
able to answer whether the organization uses people or technology focused strategies
or both to help the sharing of tacit knowledge. People-focused strategies enable more
relevant tacit knowledge sharing such as employees’ experiences, know-how, and
other expertise (Gubbins, et al., 2012).

Question 5: What are the problems found in your organization during
knowledge application?

This question aims to collect specific issues or concerns the interviewee faced
during the process of knowledge application. The expected answer may relate to
culture. Culture affects the legitimate use and distribution of knowledge (Boateng &

Narteh, 2015). For example, knowledge originated from outside the organization may
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not be accepted because the organization afraid that its members will ignore existing
knowledge. Another issue might relate to a reward system. Although, there is a
formal system implemented, most individuals still feel that there are more costs than
benefits (Boateng & Narteh, 2015). Individuals who received poor remuneration
would have less effort in knowledge application.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

This question requires the interviewee specify the most needed KMSs
functionalities. The answers may suggest the most important functions customers
actually need from KMSs. This might lead to the improvement of existing functions
or to transform them into new functions.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

This question intends to investigate whether the current KM systems of the
interviewee’s organization have any of the listed functionalities. Refer to the
interview questions for more details of the listed functionalities.

The research used the methods of verifying the data which were note-taking
and voice recording to obtain the correct data. This can verify whether the data that
the researcher received were correct or not. The research used the content analysis
with investigator triangulation method (Archibald, 2016; Carter, Bryant-Lukosius,
DiCenso, Blythe, & Neville, 2014) to analyze the answer in order to reduce the bias
from researchers. Investigator triangulation, a method used in qualitative studies,
involves the participation of two or more researchers in the same study to provide
multiple observations and conclusions (Carter et al., 2014). The interview scripts
from each organization is included in Appendix B. After each interview, the
interview scripts were sent to three other researchers for analyzing the answer for
each question independently. Moreover, because most organizations used software
packages, the researchers need to study software manual further to understand
functionalities of the software to identify existing KMSs’> functionalities that
organizations utilize and able to map those functions with functions defined by
researchers.  Then, these three researchers were gathered in the face-to-face

environment, then the answers from each researcher were collected and discussed
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together to conclude the answer. Two of the researchers had working experiences in
the field of KM and System Analysis, while another researcher earned a degree in
Information Systems Management. The qualification of these three researchers is
summarized in Appendix C.

The following sections cover six case studies:

Organization A —a commercial bank

Organization B — a software and services company

Organization C — an oil and gas company

Organization D — a telecommunication company

Organization E — a commercial bank

Organization F — a telecommunication company

Each case reported existing KMSs and technologies, duration of system usage,
user perception on systems success, existing KMSs’ functionalities, and the problems

found in the organization during all KM processes.

3.3 Organization A

3.3.1 Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?

Answer: The organization have used Intranet portal (in-house development),
Share Drive, Content Management Systems, and E-learning for more than five years.
The organization started to use SharePoint for approximately one year. The
organization feel that all systems were successful except SharePoint. Although, the
organization highly promoted SharePoint, employees rarely use it. They feel that
SharePoint is difficult to use and the performance is quite slow. Therefore, they
moved back to use Share drive and feel that SharePoint will not be successful in long
term.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, the organization experienced some
problems with SharePoint usage. Employees were not familiar with the new tools

(SharePoint) and did not know how to adapt the new tools to their works. They also
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feel that the tools are difficult to use and cause confusing due to multiple login. The
organization mostly use Share drive and the problem is that employees cannot
perform full-text search. Share drive only allow search from file name and employees
often violate naming convention for file. The problem found during socialization
subprocess is that employees rarely contribute to express opinion. They are afraid
that their opinion may be incorrect.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: The organization did not experience any problem during
externalization subprocess. The organization regularly enforce employees to create
and update documents related to their routine work processes and store those files in
Share drive. During internalization subprocess, the organization actively use E-
learning which mostly contain video or animation to encourage employees’ self-
learning. However, there is a problem with knowledge loss during employees’
learning process. Sometimes, employees may forget what they learned, and they may
be too lazy to watch the video repeatedly. Searchable video transcript may be able to
solve this problem.

Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: During socialization subprocess, the problem is that employees rarely
contribute to express opinion. They are afraid that their opinion may be incorrect.
The organization used to give rewards which impact employees’ key performance
indicator for those who share knowledge. However, this method still cannot
encourage knowledge sharing for those who did not want to share knowledge. During
exchange subprocess, the organization did not experience any problem.

Question 5: What are the problems found in your organization during
knowledge application?

Answer: The organization experienced several problems during direction
subprocess. First, performance of the systems is slow, so it takes long time to retrieve
the information. There is a lack of information relevance which causes information
incorrectness. There is also no procedure regarding new product launch which causes

information delay. The problem found during Routines subprocess is that the data are
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not centrally stored. The organization never think of how to collect unstructured data
such as social network data, e-mail data, and conversation data in chat program.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Convert which can convert
knowledge from any form to be digital form. The organization feel that the
knowledge in digital form can be easily shared and utilized. The second most needed
function is Search as it allows users to always find what they need.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities.

3.3.2 Case Background of Organization A

Organization A is a commercial bank in Thailand, which was established in
the early nineteenth century. The organization have employed approximately 25,000
employees (The Stock Exchange of Thailand, 2017). The organization have all KM
processes which are knowledge discovery, capture, sharing, and application referring
to Becerra-Fernandez & Sabherwal (2015). For knowledge discovery, the
organization collected explicit knowledge such as market data and macroeconomics
review article and published on the Intranet to communicate to all employees. Also,
employees created informal groups to discuss with each other. For knowledge
capture, the organization required employees to write their own routine work process
into documents. Also, the organization conducted online learnings, trainings, and
training simulations for employees. For knowledge sharing, the organization forced
employees to share tacit knowledge by setting a KPI for knowledge sharing.
Employees also share explicit knowledge to others, but employees need to follow
standard naming convention. For knowledge application, the organization collected
forms and work procedures kept in shared storage. The organization also regularly
generate reports which represent routine data.

3.3.3 Existing KMSs’ Technologies and Functionalities

Organization A have used several KM systems and technologies to support

KM processes. For knowledge discovery process, the organization performs
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combination subprocess by collecting and publishing knowledge for their employees
using Intranet Portal, Share Drive, Content Management Systems, and SharePoint.
Intranet portal is a center for publishing information that employees need to know
such as rules and regulations, products, and exchange rates. The organization
performs socialization subprocess by discussing with each other in informal groups.
No specific technology was claimed to formally use for supporting this activity. For
knowledge capture process, the organization performs externalization subprocess by
keeping documents of employees' routine work processes in Share Drive. The
organization performs internalization subprocess by conducting online learnings,
trainings, and training simulations using e-learning technology. For knowledge
sharing process, the organization performs socialization subprocess, same as in
knowledge discovery process. For exchange subprocess, the organization shares
explicit knowledge using Share Drive. For knowledge application process, the
organization performs direction subprocess by collecting and maintaining forms and
work procedures in Share Drive. And the organization performs routine subprocess
by keeping reports which represents routine data in Share Drive also. The
organization mainly claimed to collect a lot of knowledge assets in repositories but
some real activities in each knowledge management process are still missing.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.3.

Table 3.3 Existing KMSs> Technologies and KM Processes of Organization A

KM KM Activities Technologies
Processes Subprocesses

Knowledge Combination Collecting and publishing Intranet portal

Discovery knowledge Share Drive
Content
Management
Systems
SharePoint

Socialization Discussing with each other -
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KM KM Activities Technologies

Processes  Subprocesses

in informal groups

Knowledge Externalization Keeping documents of Share Drive
Capture employees' routine work
processes

Internalization ~ Conducting online learnings, E-learning
trainings, and training
simulations

Knowledge Socialization ~ Discussing with each other -

Sharing in informal groups

Exchange Sharing explicit knowledge  Share Drive
Knowledge Direction Collecting and maintaining  Share Drive
Application forms and work procedures

Routines Keeping reports which Share Drive

represents routine data

Although the organization performs all knowledge management processes and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge and reports. This may explain why the activities in
knowledge application process include only collecting forms, work procedures, and
reports, and not clearly state how to use knowledge. The organization faces some
difficulties in using SharePoint. This may explain why Share Drive is used instead to
support many activities related to collecting and sharing explicit knowledge. The
organization seems to have good culture for knowledge sharing as the employees
frequently discuss with each other in informal groups although they did not utilize any
technology to support the discussion.

The organization have used Intranet portal, Share Drive, Content Management
Systems, and E-learning for more than five years. The organization started to use
SharePoint for approximately one year. The organization feel that Intranet portal

(in-house development), Share Drive, Content Management Systems, and E-learning
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were successful. Since, these systems are easy to use, many users regularly use these
systems, and these systems provide benefits to users. On the other hand, the
organization feel that SharePoint is not successful. Although, the organization highly
promoted SharePoint, employees rarely use it. Employees feel that SharePoint is
difficult to use, and the speed of the systems is quite slow. Therefore, employees
moved back to use Share drive and feel that SharePoint will not be successful in long
term. Considering KM systems and technologies that organization A used as a whole,
the existing KMSs have all nineteen functions identified in the literature review which
are

1) Deposit

2) Search

3) Browse

4) View

5) Download

6) Rate/Comment

7) Knowledge Filter

8) Automatic Recommendations

9) Bookmark

10) Mash-ups

11) Annotate

12) View Annotations

13) Social Tagging

14) Personal User Accounts

15) Forums

16) RSS Feeds

17) Wikis

18) Blogs

19) Social Networks

3.3.4  Problems found during all KM Processes
Referring to KM processes presented by Becerra-Fernandez & Sabherwal

(2015), organization A found to lack of some processes or activities that are

important.  First, the problems found during Knowledge Discovery process are
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divided into two groups based on subprocesses which are Combination and
Socialization. Organization A experienced some problems with SharePoint usage
during combination subprocess. Employees were not familiar with the new tools
(SharePoint) and did not know how to adapt the new tools to their works. Employees
also feel that the tools are difficult to use and cause confusing due to multiple login.
The organization mostly use Share drive and the problem is that employees cannot
perform full-text search. Share drive only allows search from file name and
employees often violate naming convention for file. The only problem found during
socialization subprocess is that employees rarely contribute to express opinion. The
reason is that employees are afraid that their opinion may be incorrect. The
employees’ behaviors to regularly contribute to express opinion depends on the
organization’s culture. The management should encourage employees and set the
organization’s norms. Reward systems and KPI can be used to help encourage
employees to contribute to express opinion.

Second, the problems found during Knowledge Capture process are divided
into two groups based on subprocesses which are Externalization and Internalization.
Organization A did not experience any problem during externalization subprocess.
The organization regularly enforce employees to create and update documents related
to their routine work processes and store those files in Share drive. The organization
experienced only one problem during internalization subprocess. The problem is
knowledge loss during employees’ learning process. The organization actively use E-
learning which mostly contain video or animation to encourage employees’ self-
learning. Sometimes, employees may forget what they learned, and they may be too
lazy to watch the video repeatedly. Searchable video transcript may be able to solve
this problem. Therefore, search function should be enhanced to support several types
of files.

Third, the problems found during Knowledge Sharing process are divided into
two groups based on subprocesses which are Socialization and Exchange.
Organization A experienced only one problem during socialization subprocess. The
problem is that employees rarely contribute to express opinion. They are afraid that
their opinion may be incorrect. The organization used to give rewards which impact

employees’ key performance indicator for those who share knowledge. However, this
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method still cannot encourage knowledge sharing for those who did not want to share
knowledge. The management should set the organization’s norms and create culture
for knowledge sharing. The organization should use technology like chat application
to encourage employees to express more opinion because employees are
uncomfortable to express opinion publicly through face to face communication. They
tend to participate more on online environment especially chat application. The
organization did not experience any problem during exchange subprocess.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization A experienced a few problems during direction subprocess. First, speed
of the systems is slow, so it takes long time to retrieve the information. This is
because the systems store large amount of information. The organization should
upgrade the processor and RAM of the systems’ server to be able to process large
amount of information faster. Second, there is a lack of information relevance which
causes the decrease in information correctness. For example, some information in the
systems are not relevance so the systems cannot provide the correct answer to call
center staff. To solve this, the organization should have the systems that can detect
problems and analyze customers’ mood from the speech when customers call. Lastly,
there is also no procedure regarding new product launch which causes information
delay. The organization also experienced a few problems during Routines
subprocess. One is the data are not centrally stored because the organization’s
infrastructure does not support. The other is the organization never think of how to
collect unstructured data such as social network data, e-mail data, and conversation
data in chat program. The organization should have plan and procedure to collect
unstructured data from various sources and the systems that can analyze those
unstructured data or text as well.

In summary, all problems found during all KM processes are presented in
Table 3.4.

Table 3.4 Problems during All KM Processes in Organization A
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KM Processes KM Problems
Subprocesses
Knowledge Discovery  Combination Lack of knowledge for new tools

Tools are difficult to use
Lack of document content / image search
Violate or no standard file naming
convention

Socialization People rarely contribute to express

Knowledge Capture

Knowledge Sharing

Knowledge

Application

Externalization
Internalization

Socialization

Exchange

Direction

Routines

opinion

Some knowledge loss

People rarely contribute to express
opinion

System performance is slow, takes time
to retrieve information

Lack of information relevance causing
the decrease in information correctness
Lack of clear procedure regarding new
product launch causing delay of
information arrival

Data are not centrally stored

Lack of unstructured data collection and

preparation

3.4 Organization B

3.4.1 Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?
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Answer: The organization have used Web portal (in-house development) for
IT support for more than five years. The external users or customers can also use the
Web portal to ask questions. The organization have used Google Drive to internally
store and share information for more than five years. They also used Share drive for
the same purpose as Google Drive but only for around two years. The organization
have used Trello for collaboration for two years and started to use Line for
communication and collaboration as well. The organization feel that all systems they
have been using were successful.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, the organization used Google Drive
to store files, and they found that it is difficult to find files. The problem is that there
is no standard naming convention for files. Another problem is that the organization
did not officially collect profile of all experts. Therefore, it is difficult to locate the
expert. The problem found during socialization subprocess is that employees rarely
contribute to express opinion. Another problem is that some employees may miss
some messages from the whole chat messages. The chat messages will flow very
quickly especially when many employees are involved in group chat.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: During externalization subprocess, the problems are that employees
need to use much effort to create manuals or documents. They must use several tools
due to scattered knowledge assets. Another problem is that systems are always
changing which cause the difficulties in creating and updating the documents. During
internalization subprocess, the organization faced the problem with knowledge loss
which can be solved by repetitive learning and work practice.

Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: During socialization subprocess, the problem is that employees rarely
contribute to express opinion. Another problem is that some employees may miss

some messages from the whole chat messages. The chat messages will flow very
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quickly especially when many employees are involved in group chat. The
organization did not experience any problem during exchange subprocess.

Question 5: What are the problems found in your organization during
knowledge application?

Answer: The organization did not experience any problem during direction
subprocess. During routines subprocess, the organization used the tool to export the
data from Facebook and generate their own weekly report. They need to use many
processes and take long time. The data can be collected weekly, so the data are not
real-time.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Collaboration. The second most
needed function is Task status tracking. The third most needed function is Search.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities except

Mash-ups, Wikis, Blogs, and Social Networks.

3.4.2 Case Background of Organization B

Organization B is a software and services company in Thailand, which was
established in the twentieth century. The organization have employed approximately
500 employees (The Stock Exchange of Thailand, 2017). The organization have all
KM processes which are knowledge discovery, capture, sharing, and application
referring to Becerra-Fernandez & Sabherwal (2015). For knowledge discovery, the
organization collected knowledge such as questions and answers to the problems, then
create tips and published on the website which can be accessed by employees,
external users, and customers. Also, the organization used a tool to track all works
and activities and created chat groups to discuss among employees. For knowledge
capture, the organization requested employees to write down their knowledge on the
documents such as employee manuals and software review. Also, the organization
used mentoring and training simulations for employees’ learning. For knowledge

sharing, the organization used a tool to share all tracked works and activities and used
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chat groups to discuss among employees. The organization also collected best
practices such as the sample article with high traffic and shared to employees. For
knowledge application,

the organization collected and summarized the knowledge as an article. When
customers asked similar questions, the related article will be sent to customers. All
articles can be searched, classified, and categorized. The organization also regularly
generate reports which represent sales and export data from social networks to create

their own weekly report.

3.4.3 Existing KMSs’ Technologies and Functionalities

Organization B have used several KM systems and technologies to support
KM processes. For knowledge discovery process, the organization performs
combination subprocess by collecting and publishing knowledge for employees,
external users, and customers using Web portal, Share Drive, Google Drive, and
Trello. Web portal is a center for publishing collected problems that users or
customers ask and displaying tips for frequently asked questions. Web portal allows
staff to log in and answer the questions from users or customers. The external users
or customers can also use the Web portal to ask questions. The contents in the Web
portal are categorized and can be searched by using keywords. Trello is a team
collaboration tool from Atlassian Corporation which is used for collaboratively
tracking works and activities. The tool provides activity logs and access level. The
tool can also send the notification to users. Users can perform searching for works
and activities within tools. The organization performs socialization subprocess by
tracking all works and creating chat groups to discuss among employees via Trello.
For knowledge capture process, the organization performs externalization subprocess by
keeping documents written by employees in Google Drive. The organization performs
internalization subprocess by mentoring and training simulations. No specific
technology was claimed to formally use for supporting this activity. For knowledge
sharing process, the organization performs socialization subprocess by accessing shared
knowledge kept in the systems using Web portal, Share Drive, Google Drive, and
Trello. The organization also tracks all works and creates chat groups to discuss

among employees via Trello. For exchange subprocess, the organization collects,
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maintains, and access best practices in Share Drive and Google Drive. For knowledge
application process, the organization performs direction subprocess by collecting
summarized articles which can be searched, classified, and categorized in Web portal.
And the organization performs routine subprocess by keeping sales reports in Share
Drive. The organization mainly claimed to collect a lot of knowledge assets in
repositories but some real activities in each knowledge management process are still
missing.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.5.

Table 3.5 Existing KMSs' Technologies and KM Processes of Organization B

KM KM Activities Technologies
Processes  Subprocesses
Knowledge Combination Collecting and publishing Web portal
Discovery knowledge Share Drive
Google Drive
Trello

Socialization Tracking all works and activities Trello
and created chat groups to
discuss among employees.
Creating chat groups to discuss ~ Trello
among employees
Knowledge Externalization Keeping documents written by Google Drive
Capture employees

Internalization ~ Mentoring and training -

simulations
Knowledge Socialization ~ Accessing shared knowledge Web portal
Sharing kept in the systems (in-house

development)
Share Drive

Google Drive
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KM KM Activities Technologies
Processes  Subprocesses

Trello
Tracking all works and activities  Trello
and created chat groups to
discuss among employees.
Creating chat groups to discuss
among employees

Exchange Collecting, maintaining, and Share Drive
accessing best practices \
Google Drive
Knowledge Direction Collecting summarized articles ~ Web portal
Application which can be searched,
classified, and categorized.
Routines Keeping reports which represent ~ Share Drive

sales

Although the organization performs all knowledge management processes and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge, reports, and best practices. The activities in
knowledge application process include only collecting knowledge and reports, and not
clearly state how to use knowledge. However, the employees discuss with each other
a lot to track all works and activities. The organization did not use any technology to
support internalization subprocess.  This may explain why the activities in
internalization subprocess include only mentoring and training simulations, and not
mention about attending training courses and accessing training materials.

The organization have used Web portal and Google Drive for more than five
years. The organization have used Share drive and Trello for around two years. The
organization feel that all systems they have been using were successful. Considering
KM systems and technologies that organization B used as a whole, the existing KMSs
have fifteen from nineteen functions identified in the literature review which are

1) Deposit
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2) Search
3) Browse
4) View
5) Download
6) Rate/Comment
7) Knowledge Filter
8) Automatic Recommendations
9) Bookmark
10) Annotate
11) View Annotations
12) Social Tagging
13) Personal User Accounts
14) Forums
15) RSS Feeds
The systems lack several functions such as Mash-ups, Wikis, Blogs, and

Social Networks.

3.4.4 Problems found during all KM processes

First, the problems found during Knowledge Discovery process are divided
into two groups based on subprocesses which are Combination and Socialization.
Organization B experienced a few problems during combination subprocess. The
organization used Google Drive to store files, and they found that it is difficult to find
files. The problem is that there is no standard naming convention for files. The
organization should enforce standard naming convention for files and categorize files
so that it is easier to find files. Another problem is that the organization did not
officially collect experts’ profile. Therefore, it is difficult to locate the expert. The
organization should collect experts’ profile and share to all employees, so it is easy to
locate the expert. The organization can use database technology to store all experts’
profile. The organization also experienced a few problems during socialization
subprocess. The first problem is that employees rarely contribute to express opinion.
The organization should implement chat tools and encourage all employees to express

opinion. The second problem is that some employees may miss some messages from
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the whole chat messages. The chat messages will flow very quickly especially when
many employees are involved in group chat. The organization should keep chat logs
for future reference for those who missed some messages.

Second, the problems found during Knowledge Capture process are divided
into two groups based on subprocesses which are Externalization and Internalization.
Organization B experienced a few problems during externalization subprocess. First,
employees need to use much effort to create manuals or documents. Second,
employees must use several tools due to scattered knowledge assets. This could be
solved by centralizing knowledge repositories. The last problem is the difficulties in
creating and updating the document due to systems changes according to dynamic
nature of business. The organization should reduce the steps for creating and
updating the document by embedding these activities into the work processes. The
organization experienced only one problem during internalization subprocess. The
problem is knowledge loss which can be solved by repetitive learning and work
practice. The organization’s KMSs should have online training function where
employees can do repetitive learning at their convenient time.

Third, the problems found during Knowledge Sharing process are divided into
two groups based on subprocesses which are Socialization and Exchange.
Organization B experienced a few problems during socialization subprocess. First,
employees rarely contribute to express opinion. The organization should implement
chat tools and encourage all employees to express opinion. Lastly, some employees
may miss some messages from the whole chat messages. The chat messages flow
very quickly especially when many employees are involved in group chat. The
organization should keep chat logs for future reference for those who missed some
messages. The organization did not experience any problem during exchange
subprocess.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization B did not experience any problem during direction subprocess. The
organization experienced only one problem during routines subprocess. The problem
is that the social network data is not real-time due to the limitation of Facebook. The

organization used the tool to export the data from Facebook and generate their own



67

weekly report. The responsible staff need to execute many processes and take long
time. Real time data is necessary for decision making these days. Therefore, the
organization may need to export the data from Facebook more often or develop the
program to automatically export the data from Facebook.

In summary, all problems found during all KM processes are presented in
Table 3.6.

Table 3.6 Problems during All KM Processes in Organization B

KM Processes KM Problems

Subprocesses

Knowledge Discovery  Combination  Violate or no standard file naming
convention
Lack of official expert profile
Socialization People rarely contribute to express
opinion
Miss some information due to fast
flowing of chat messages
Knowledge Capture Externalization Too much effort for creating manuals or
documents
Knowledge assets are scattered
throughout the organization
Difficult to create and update documents
due to dynamic nature of business
Internalization ~ Some knowledge loss
Knowledge Sharing Socialization People rarely contribute to express
opinion
Miss some information due to fast
flowing of chat messages
Exchange -
Knowledge Direction -

Application Routines Social network data is not real-time
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(retrieve weekly)

3.5 Organization C

3.5.1 Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?

Answer: The organization have used KM portal with content only, E-learning,
Document Management Systems for around ten years. The organization also have
used SharePoint as group portal and department portal for three years. Department
portal is to be used within one company. Group portal is to be used among six
companies. Group portal has more functions such as social collaboration like
Facebook and Enterprise search. They feel that all these systems were successful as
they measured from the increase of hit rate, unique visitor, and repeated users.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, the organization found that
SharePoint search did not allow for image search. They are trying to find plugin
which can convert image file to text file for search purpose. Another problem is that
the organization cannot identify invalid knowledge over time. They did not have
systematic process for cleansing knowledge. The only problem found during
socialization subprocess is that employees rarely contribute to express opinion. The
organization have already tried to initiate many campaigns to encourage employees to
participate in online forums.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: During externalization subprocess, the employees created best
practices documents and kept in the KMSs. The only problem is that the organization
have not finished identifying all best practices. During internalization subprocess, the
organization faced the problem with knowledge loss. The organization feel that some
knowledge loss is normal for learning theory. Another problem with E-learning is

that employees cannot access training materials if they did not register for the course.
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Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: During socialization subprocess, the problem is that employees rarely
contribute to express opinion. Another problem is that the organization focus too
much on mass knowledge sharing activity. Employees who attend mass knowledge
sharing session, rarely utilize that knowledge and it will be faded over time. The
organization did not experience any problem during exchange subprocess.

Question 5: What are the problems found in your organization during
knowledge application?

Answer: The organization did not experience any problem during direction
subprocess. During routines subprocess, the problems are that the report systems
contain some incorrect information and some information is not updated real-time.
For example, when a new product is launched but the logic of the report systems has
not been modified.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Content management. The second
most needed function is Search.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities except
Automatic Recommendations. Automatic Recommendations function is under the

development.

3.5.2 Case Background of Organization C

Organization C is one of the largest oil and gas company in Thailand, which
was established in the nineteenth century. The organization have employed
approximately 4,600 employees (The Stock Exchange of Thailand, 2017). The
organization have all KM processes which are knowledge discovery, capture, sharing,
and application referring to Becerra-Fernandez & Sabherwal (2015). For knowledge
discovery, the organization collected explicit knowledge and published on the Intranet

to communicate to all employees. Also, the organization promoted chat groups for
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employees to discuss with each other and set KPI and reward systems to encourage
employees to participate in socialization activities. For knowledge capture, the
organization rather embed knowledge capture into existing work processes than force
employees to write down their tacit knowledge into separated documents.
Sometimes, employees create video instruction for the topics and interview retiring
employees. Also, the organization conducted training for employees’ development.
For knowledge sharing, the organization used a tool to record knowledge sharing
sessions and conducted a meeting for knowledge sharing. The organization also
collected best practices to be shared to employees. For knowledge application, the
organization collected knowledge and have the process for knowledge transfer. When
there is a new product, the responsible staff need to provide information to call center.
The organization also regularly generate reports from both structured and unstructured
data.

3.5.3 Existing KMSs’ Technologies and Functionalities

Organization C have used several KM systems and technologies to support
KM processes. For knowledge discovery process, the organization performs
combination subprocess by collecting and publishing knowledge for employees using
KM portal, SharePoint, and Document Management Systems. KM portal is the
website used internally which contains only contents such as list of documents. It
does not have social collaboration functions. The organization used SharePoint as
group portal and department portal. Department portal is to be used within one
company. Group portal is to be used among six companies. Group portal has more
functions such as social collaboration like Facebook and Enterprise search. The
organization performs socialization subprocess by creating chat groups to discuss
among employees via SharePoint. For knowledge capture process, the organization
performs externalization subprocess by creating and keeping video instruction for the
topics in SharePoint. The organization also interview retiring employees. No specific
technology was claimed to formally use for supporting this activity. The organization
performs internalization subprocess by conducting training using E-learning. For

knowledge sharing process, the organization performs socialization subprocess by
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creating chat groups to discuss among employees and accessing shared knowledge
kept in the systems using SharePoint. The organization also conducts a meeting for
knowledge sharing. No specific technology was claimed to formally use for
supporting this activity. For exchange subprocess, the organization collects,
maintains, and access best practices in SharePoint. For knowledge application
process, the organization performs direction subprocess by collecting information and
processes needed for works in SharePoint. And the organization performs routine
subprocess by keeping regular reports in SharePoint.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.7.

Table 3.7 Existing KMSs> Technologies and KM Processes of Organization C

KM KM Activities Technologies
Processes Subprocesses

Knowledge Combination Collecting and publishing KM portal
Discovery knowledge SharePoint
Document

Management

Systems

Socialization Creating chat groups to discuss SharePoint

among employees
Knowledge Externalization Creating and keeping video SharePoint
Capture instruction for the topics

Interviewing retiring employees

Internalization  Conducting training E-learning
Knowledge Socialization Creating chat groups to discuss SharePoint
Sharing among employees

Accessing shared knowledge kept
in the systems.
Conducting a meeting for -

knowledge sharing
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KM KM Activities Technologies

Processes Subprocesses

Exchange Collecting, maintaining, and SharePoint

accessing best practices

Knowledge Direction Collecting information and SharePoint
Application processes needed for works
Routines Keeping regular reports

Although the organization performs all knowledge management processes and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge, information, reports, and best practices. The
activities in knowledge application process include only collecting information,
processes, and reports, and not clearly state how to use knowledge. However, the
employees discuss with each other a lot in chat groups and meetings to share
knowledge. The current technologies are not fully utilized as the activities like
interviewing retiring employees and conducting a meeting for knowledge sharing still
lack supporting technologies.

The organization have used KM portal, E-learning, Document Management
Systems for around ten years and used SharePoint for three years. The organization
feel that all these systems were successful as they measured from the increase of hit
rate, unique visitor, and repeated users. Considering KM systems and technologies
that organization C used as a whole, the existing KMSs have eighteen from nineteen
functions identified in the literature review which are

1) Deposit

2) Search

3) Browse

4) View

5) Download

6) Rate/Comment
7) Knowledge Filter
8) Bookmark

9) Mash-ups
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10) Annotate

11) View Annotations

12) Social Tagging

13) Personal User Accounts

14) Forums

15) RSS Feeds

16) Wikis

17) Blogs

18) Social Networks

The systems have one function under the development which is
Automatic Recommendations function in which the organization did not specify the

details of how they are going to develop this function.

3.5.4 Problems found during all KM processes

First, the problems found during Knowledge Discovery process are divided
into two groups based on subprocesses which are Combination and Socialization.
Organization C experienced a few problems during combination subprocess. First,
the organization found that SharePoint’s search function did not allow for image
search. The organization are trying to find plugin which can convert image file to text
file for search purpose. Second, the organization cannot identify invalid knowledge
over time as they did not have systematic process for cleansing knowledge. At
present, the organization used manual process by selecting knowledge with very low
hit rate and reporting them to knowledge owner for further action. This problem
could be solved by implementing functions which allow people to review and approve
knowledge that need to be cleaned. The only problem found during socialization
subprocess is that employees rarely contribute to express opinion. The organization
have already tried to initiate many campaigns to encourage employees to participate
in online forums. The organization have reward systems and KPI for socialization
activities. Instead of using online forums, the organization should use chat group for
collaboration among employees because chat group is more popular and active.

Second, the problems found during Knowledge Capture process are divided

into two groups based on subprocesses which are Externalization and Internalization.
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Organization C experienced only one problem during externalization subprocess. The
problem is that the organization have not finished identifying all best practices. In
this case, the organization should have regular schedule for identifying best practices
so that no best practices are left behind. The organization experienced a few
problems during internalization subprocess. First, the problem is knowledge loss.
However, the organization feel that some knowledge loss is common for learning.
The organization have tried to improve training activities by including workshops or
assignments. After the training, employees need to return to present the solution for
workshops or assignments and get evaluated by direct supervisor. Another problem is
that employees cannot access training materials in E-learning if they did not register
for the course. In this case, the organization should consider making training
materials to be available for all employees at any time.

Third, the problems found during Knowledge Sharing process are divided
into two groups based on subprocesses which are Socialization and Exchange.
Organization C experienced a few problems during socialization subprocess. First,
employees rarely contribute to express opinion. This problem could be solved by
having reward systems and KPI for socialization activities and using chat group for
collaboration instead of online forums.

Fourth, the organization focus too much on mass knowledge sharing activity.
Employees who attend mass knowledge sharing session, rarely utilize that knowledge
and it will be faded over time. The organization should target specific knowledge
sharing activity to those who need that knowledge for works. The organization did
not experience any problem during exchange subprocess.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization C did not experience any problem during direction subprocess. The
organization experienced a few problems during routines subprocess. First, the report
systems contain some incorrect information. Lastly, some information in the report
systems are not updated real-time. For example, when a new product is launched but
the logic of the report systems has not been modified. In this case, the organization
should improve the process of retrieving the data of the report systems and centralize

databases so that the information is updated real-time at once.
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In summary, all problems found during all KM processes are presented in

Table 3.8.

Table 3.8 Problems during All KM Processes in Organization C

KM Processes KM Problems
Subprocesses
Knowledge Discovery Combination Lack of document content / image search
Lack of systematic process for cleansing
knowledge
Socialization People rarely contribute to express

Knowledge Capture Externalization

Internalization

Knowledge Sharing Socialization
Exchange

Knowledge Direction

Application Routines

opinion

Incompletely identify all best practices
Some knowledge loss

Unavailability of training materials if
employees do not register for the course
People rarely contribute to express
opinion

Too much focus on mass KM sharing
activity

Some incorrect information
Some information is not updated real-

time

3.6 Organization D

3.6.1

Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?

Answer: The organization have used SharePoint for around ten years, but they

feel that it was not successful.

SharePoint has some concerns about performance

issue as it has slow response during concurrent use. This is because its hosting server
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is in a foreign country. The organization have used Document Management Systems
for more than ten years and Share drive for two years. From their point of view, these
two systems were successful. The organization have used Learning Management
Systems for more than five years and feel that the systems were not successful.
Therefore, they implemented E-learning (mobile application) and have used it for two
years in which they feel it was successful. Currently, SharePoint usage is reducing,
and it is only used to communicate news as one-way communication. Knowledge
related to work processes and product and services is moved to E-learning. There are
various contents including video contents in E-learning which can help the
organization to save costs for employee training.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, the organization faced many
problems. First, the Learning Management Systems have very high growth rate
causing insufficient storage space. Another problem is that information is incorrectly
categorized due to incorrect keyword input by users. The systems cannot provide
searching for information throughout the organization (enterprise search). Lastly,
some video contents are too long which cause employees to lose interest. The
organization did not experience any problem during socialization subprocess.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: The organization experienced one problem during externalization
subprocess. When employee rotation occurs, new employees did not update and
maintain the existing documents. They usually create the new documents from the
beginning. During internalization subprocess, the problem is that some employees
did not register in any training courses without the enforcement from their
supervisors. Learning Management Systems have many problems. First, the systems
have slow performance during concurrent use. The contents in the systems are from
group of companies and do not support local content. Lastly, the systems are difficult
to use especially for new users due to many steps required. The organization are

trying to train employees and develop up-to-date manual to ease these problems.
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Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: The organization did not experience any problem during socialization
subprocess. During exchange subprocess, one problem is that lessons learned from
projects are stored within project manager group and will be shared during gap
analysis only. Currently, lessons learned from projects are not centrally stored.

Question 5: What are the problems found in your organization during
knowledge application?

Answer: During direction subprocess, the problem is that some processes are
not documented. If employees had problems or questions, they ask their supervisors
or managers. The organization feel that it is hard to document all processes due to
dynamic nature of business. During routines process, the problem is that Enterprise
Resource Planning Systems is not user friendly as they require users to perform many
steps.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Deposit. The second most needed
function is Share.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities.

3.6.2 Case Background of Organization D

Organization D is a telecommunication company in Thailand, which was
established in the late nineteenth century. The organization have employed
approximately 4,300 employees (The Stock Exchange of Thailand, 2017). The
organization have all KM processes which are knowledge discovery, capture, sharing,
and application referring to Becerra-Fernandez & Sabherwal (2015). For knowledge
discovery, the organization collected explicit knowledge and published on the Intranet
to communicate to all employees. The organization keep the documents in share
drive and document management systems for reference. Also, the organization used

chat groups for collaboration among employees. There is the use of badge and coin to
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encourage employees to participate. For knowledge capture, the organization
regularly interview experts, record video, and create documents for the specific
knowledge. The organization also conducted training and training simulation for
employees’ development. For knowledge sharing, the organization used chat groups
for collaboration among employees and used badge and coin to encourage employees
to share knowledge. The organization also collected lessons learned and best
practices which were shared during gap analysis. For knowledge application, the
organization

collected knowledge for helpdesk and call center to use. Sometimes, employees ask
for suggestion directly from direct supervisor. The organization also regularly

generate reports from each system.

3.6.3 Existing KMSs’ Technologies and Functionalities

Organization D have used several KM systems and technologies to support
KM processes. For knowledge discovery process, the organization performs
combination subprocess by collecting and publishing knowledge for employees using
SharePoint, Share Drive, and Document Management Systems. The organization
performs socialization subprocess by creating chat groups for collaboration among
employees via E-learning as mobile application. This E-learning is an interactive
learning mobile application which allows employees to interact with the trainers.
Knowledge related to work processes and product and services is moved to E-
learning. There are various contents including video contents in E-learning which can
help the organization to save costs for employee training. It has chat group function
which allows employees to share idea. It also has badge and coin to reward
employees who participate in the certain activities. For knowledge capture process,
the organization performs externalization subprocess by creating and keeping
documents and videos for the specific knowledge in Learning Management Systems
and E-learning. The organization also interviews experts. No specific technology
was claimed to formally use for supporting this activity. The organization performs
internalization subprocess by conducting training and training simulation and
accessing training materials for the registered courses using Learning Management

Systems and E-learning. For knowledge sharing process, the organization performs



79
socialization subprocess, same as in knowledge discovery process. For exchange
subprocess, the organization collects, maintains, and access lessons learned and best
practices in SharePoint, Share Drive, Document Management Systems, Learning
Management Systems and E-learning. For knowledge application process, the
organization performs direction subprocess by collecting knowledge needed for works
in SharePoint. And the organization performs routine subprocess by keeping regular
reports in SharePoint.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.9.

Table 3.9 Existing KMSs- Technologies and KM Processes of Organization D

KM KM Activities Technologies
Processes  Subprocesses

Knowledge Combination Collecting and publishing SharePoint

Discovery knowledge
Keeping the documents for Share Drive
reference Document

Management
Systems
Socialization Creating chat groups for E-learning
collaboration among employees  (mobile
application)

Knowledge Externalization Interviewing experts -

Capture Creating and keeping documents  Learning
and videos for the specific Management
knowledge Systems

E-learning
(mobile
application)
Internalization  Accessing training materials for ~ Learning
the registered courses Management




KM KM Activities Technologies
Processes  Subprocesses

Systems

E-learning
(mobile
application)
Conducting training and training  Learning
simulation Management
Systems
E-learning
(mobile
application)
Knowledge Socialization Creating chat groups for E-learning
Sharing collaboration among employees  (mobile
application)
Exchange Collecting, maintaining, and SharePoint
accessing lessons learned and Share Drive
best practices Document
Management
Systems
Learning
Management
Systems
E-learning
(mobile
application)
Knowledge Direction Collecting knowledge needed for  SharePoint
Application works

Routines Keeping regular reports
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Although the organization performs all knowledge management processes and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge, reports, and best practices. The activities in
knowledge application process include only collecting knowledge and reports, and not
clearly state how to use knowledge. However, the employees discuss with each other
a lot in chat groups. The current technologies are not fully utilized as the activity like
interviewing experts still lacks supporting technologies.

The organization have used SharePoint for around ten years, but they feel that
it was not successful. SharePoint has slow response during concurrent use because its
hosting server is in a foreign country. Currently, SharePoint usage is reducing, and it
is only used to communicate news as one-way communication. The organization
have used Document Management Systems for more than ten years and Share drive
for two years. From their point of view, these two systems were successful.
Moreover, the organization have used Learning Management Systems for more than
five years and feel that the systems were not successful. Therefore, the organization
implemented E-learning (mobile application) and have used it for two years in which
they feel it was successful. Considering KM systems and technologies that
organization D used as a whole, the existing KMSs have all nineteen functions
identified in the literature review which are

1) Deposit

2) Search

3) Browse

4) View

5) Download

6) Rate/Comment

7) Knowledge Filter
8) Automatic Recommendations
9) Bookmark

10) Mash-ups

11) Annotate

12) View Annotations

13) Social Tagging
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14) Personal User Accounts
15) Forums

16) RSS Feeds

17) Wikis

18) Blogs

19) Social Networks

3.6.4 Problems Found during all KM Processes

First, the problems found during Knowledge Discovery process are divided
into two groups based on subprocesses which are Combination and Socialization.
Organization D experienced many problems during combination subprocess. First,
the Learning Management Systems have very high growth rate causing insufficient
storage space. The organization should increase storage capacities based on the
amount of systems usage. Also, the old data with more than three to five years should
be cleaned. Another problem is that information is incorrectly categorized due to
incorrect keyword input by users. In this case, the organization should set up the
audit process to verify the keyword input and regularly do data cleansing. The
systems cannot provide searching for information throughout the organization
(enterprise search). This problem could be solved by implementing enterprise search
for KMSs. Lastly, some video contents are too long which cause employees to lose
interest. The organization should encourage content owners to produce video clips
with no longer than four minutes for each video clip. The organization did not
experience any problem during socialization subprocess.

Second, the problems found during Knowledge Capture process are divided
into two groups based on subprocesses which are Externalization and Internalization.
Organization D experienced only one problem during externalization subprocess.
When employee rotation occurs, new employees did not update and maintain the
existing documents. Employees usually create the new documents from the
beginning. This problem could be solved by using video to capture knowledge
instead of writing documents. The organization experienced several problems during
internalization subprocess. The first problem is that some employees did not register

in any training courses without the enforcement from their supervisors. The
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organization should set the KPI for professional development. This would encourage
employees to be interested in the training for self-development. Other problems are
related to Learning Management Systems. First, the systems have slow performance
during concurrent use. The contents in the systems are from group of companies and
do not support local content. The organization should try to customize contents to
suit with each company within the group or make contents more interesting by
adjusting contents for different festivals. Lastly, the systems are difficult to use
especially for new users due to many steps required. The organization have attempted
to train employees and developed up-to-date manual to ease these problems. The
organization should also customize LMS for ease of use.

Third, the problems found during Knowledge Sharing process are divided into
two groups based on subprocesses which are Socialization and Exchange.
Organization D did not experience any problem during socialization subprocess. The
organization experienced only one problem during exchange subprocess. The
problem is that lessons learned from projects are not centrally stored. Lessons learned
are stored within project manager group and shared during gap analysis only. In this
case, the organization should centrally store lessons learned so that they can be shared
to those in need.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization D experienced only one problem during direction subprocess. The
problem is that some processes are not documented. If employees had problems or
questions, they ask their supervisors or managers. The organization feel that it is hard
to document some processes due to dynamic nature of business. This problem cannot
be solved unless the organization identify processes which are not impacted by
dynamic nature of business. The organization also experienced only one problem
during routines subprocess. The problem is that Enterprise Resource Planning
Systems is not user friendly as they require users to perform many steps. The
organization should adjust processes to reduce steps and repetitive works.

In summary, all problems found during all KM processes are presented in
Table 3.10.
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Table 3.10 Problems during All KM Processes in Organization D

KM Processes KM Problems
Subprocesses
Knowledge Discovery  Combination Lack of enterprise search
Not enough storage space
Information is incorrectly categorized
Some contents are too long (video)
Socialization -

Knowledge Capture Externalization

Internalization

Knowledge Sharing Socialization
Exchange
Knowledge Direction
Application
Routines

Lack of updating and maintaining
existing documents, develop new
documents instead

Some employees are not interested in any
training courses

LMS performance is slow during
concurrent use

LMS contents are limited to the group
level of business, do not support local
content

LMS is difficult to use especially for new
users due to many steps required

Lessons learned are not centrally stored,
only shared during gap analysis

Some processes are not documented due
to dynamic nature of business

ERP is not user friendly, requires many

steps




85

3.7 Organization E

3.7.1  Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?

Answer: The organization have used Intranet portal (in-house development)
for ten years and used Share drive for more than ten years. The organization have
used Google Drive, E-learning, Content Management Systems, and Document
Management Systems for more than five years. Moreover, the organization have used
KM website and SharePoint for about three years. They feel that all these systems
were successful except KM website and SharePoint. Employees rarely use KM
website and SharePoint because Intranet portal has all necessary information and
knowledge.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, the organization faced several
problems. First, Google Drive used in the organization provide 30GB for each
person. They feel that the storage space is not enough as they must delete the old
information or backup to the server. Another problem is that the information is not up
to date. Employees are not certain that the information available is the latest
information. The last problem is that the information is redundant as the same
information is published in Intranet portal, KM website, and SharePoint. During
socialization subprocess, the problem is that Forums are outdated, employees rarely
use them. Another problem is that chat messages contain only text messages which
can cause information misleading. Employees sometimes misunderstand the
information from chat messages.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: During externalization subprocess, one problem is that best practices
and lessons learned created from employees have privacy concern. These best
practices and lessons learned contain sensitive information, so they are mostly

available to employees in the same department. The organization experienced some
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problems during internalization subprocess. The learning content is too long around
two hours and employees rarely apply knowledge to their works.

Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: During socialization subprocess, the problem is that Forums are
outdated, employees rarely use them to share knowledge anymore. Another problem
is that chat messages contain only text messages which can cause information
misleading.  Employees sometimes misunderstand the information from chat
messages. The organization did not experience any problem during exchange
subprocess.

Question 5: What are the problems found in your organization during
knowledge application?

Answer: The organization faced one problem during direction subprocess.
Data are distributed across several departments. There is no centralized team
responsible for central data warehouse. Sometimes, it is difficult to collect data from
various departments. During routines subprocess, the problem is that some
information is incorrect. Since, the organization need external information to update
internal information.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Search. The second most needed
function is Database. The third most needed function is Download.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities except

Annotate, View Annotations, Social Tagging, Wikis, and Social Networks.

3.7.2  Case Background of Organization E

Organization E is a commercial bank in Thailand, which was established in
the mid-nineteenth century. The organization have employed approximately 23,800
employees (The Stock Exchange of Thailand, 2017). The organization have all KM

processes which are knowledge discovery, capture, sharing, and application referring



87

to Becerra-Fernandez & Sabherwal (2015). For knowledge discovery, the
organization collected explicit knowledge and published on the Intranet to
communicate to all employees. The organization keep the documents in Share Drive,
Google Drive, and document management systems. Also, the organization used chat
groups for collaboration among employees. For knowledge capture, the organization
requested employees to regularly create and update documents for specific
knowledge. The organization also used mentoring and on the job training techniques.
The organization also conducted training for employees’ development.  For
knowledge sharing, the organization used chat groups for collaboration among
employees. The organization also collected lessons learned and best practices to be
shared within the department. For knowledge application, the organization collected

knowledge for call center to use. The organization also regularly generate reports.

3.7.3 Existing KMSs’ Technologies nnd Functionalities

Organization E have used several KM systems and technologies to support
KM processes. For knowledge discovery process, the organization performs
combination subprocess by collecting and publishing knowledge for employees using
Intranet portal, KM website, SharePoint, and Content Management Systems. The
organization also keep the documents in Share drive, Google Drive, and Document
Management Systems. Intranet portal is a center for internally publishing all
information that employees need for works such as employee related matters,
products, policies, exchange rates, and work processes. KM website is an internal
website that contains similar information as Intranet portal but less information than
Intranet portal. The organization performs socialization subprocess by creating chat
groups for collaboration among employees via Intranet portal. For knowledge capture
process, the organization performs externalization subprocess by creating and keeping
documents for specific knowledge in Google Drive. The organization performs
internalization subprocess by conducting training and accessing training materials for
the registered courses using E-learning. For knowledge sharing process, the
organization performs socialization subprocess, same as in knowledge discovery
process. For exchange subprocess, the organization collects, maintains, and access

lessons learned and best practices in Google Drive. For knowledge application
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process, the organization performs direction subprocess by collecting knowledge
needed for works in Intranet portal. And the organization performs routine
subprocess by keeping regular reports in Intranet portal.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.11.

Table 3.11 Existing KMSs’ Technologies and KM Processes of Organization E

KM KM Activities Technologies

Processes  Subprocesses

Knowledge Combination Collecting and publishing Intranet portal

Discovery knowledge KM website
SharePoint
Content
Management
Systems

Keeping the documents Share Drive
Google Drive
Document
Management
Systems
Socialization Using chat groups for Intranet portal

collaboration among

employees
Knowledge Externalization Creating and keeping Google Drive
Capture documents for specific

knowledge

Internalization  Access training materials for E-learning
the registered courses
Conducting training
Knowledge Socialization Using chat groups for Intranet portal

Sharing collaboration among
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KM KM Activities Technologies
Processes  Subprocesses
employees
Exchange Collecting, maintaining, and Google Drive

accessing lessons learned and

best practices

Knowledge Direction Collecting knowledge needed Intranet portal
Application for works
Routines Keeping regular reports

Although the organization performs all knowledge management processes and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge, reports, and best practices. The activities in
knowledge application process include only collecting knowledge and reports, and not
clearly state how to use knowledge. However, the employees discuss with each other
a lot in chat groups. The organization seems to fully utilize the current technologies
to support all stated activities.

The organization have used Intranet portal for ten years and used Share drive
for more than ten years. The organization have used Google Drive, E-learning,
Content Management Systems, and Document Management Systems for more than
five years. Moreover, the organization have used KM website and SharePoint for
about three years. The organization feel that all these systems were successful except
KM website and SharePoint. Employees rarely use KM website and SharePoint
because Intranet portal has all necessary information and knowledge. Considering
KM systems and technologies that organization E used as a whole, the existing KMSs
have fourteen from nineteen functions identified in the literature review which are

1) Deposit
2) Search

3) Browse
4) View

5) Download
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6) Rate/Comment
7) Knowledge Filter
8) Automatic Recommendations
9) Bookmark
10) Mash-ups
11) Personal User Accounts
12) Forums
13) RSS Feeds
14) Blogs
The systems lack several functions such as Annotate, View Annotations,

Social Tagging, Wikis, and Social Networks.

3.7.4  Problems Found during all KM Processes

First, the problems found during Knowledge Discovery process are divided
into two groups based on subprocesses which are Combination and Socialization.
Organization E experienced a few problems during combination subprocess. First,
Google Drive used in the organization provide 30GB for each person. Employees feel
that the storage space is not enough as they must delete the old information or backup
to the server. Second, the information is not up to date. Employees are not certain
that the information available is the latest information. The last problem is that the
information is redundant as the same information is published in Intranet portal, KM
website, and SharePoint. The organization also experienced a few problems during
socialization subprocess. First, forums are outdated as employees rarely use them
anymore. Probably, communication and collaboration in forums did not occur real-
time so employees lose interest. The organization should use other technologies such
as chat application to encourage employees to communicate and collaborate. Second,
employees sometimes misunderstand the information from chat messages because
chat messages contain only text messages which can cause information misleading.
The organization should consider communicating in another method such as online
meeting or video conferencing when necessary.

Second, the problems found during Knowledge Capture process are divided

into two groups based on subprocesses which are Externalization and Internalization.
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Organization E experienced only one problem during externalization subprocess. The
problem is that best practices and lessons learned created from employees are secret.
These best practices and lessons learned contain sensitive information such as
customers’ secrets, so they are mostly available to employees in the same department.
The organization experienced a few problems during internalization subprocess. One
is that the experts feel the learning content is too long approximately two hours.
Another one is that the experts observed that most employees rarely apply knowledge
to their works.

Third, the problems found during Knowledge Sharing process are divided
into two groups based on subprocesses which are Socialization and Exchange.
Organization E experienced a few problems during socialization subprocess. One is
that forums are outdated as employees rarely use them to share knowledge anymore.
Probably, communication and collaboration in forums did not occur real-time so
employees lose interest. The organization should use other technologies such as chat
application to encourage employees to communicate and collaborate for knowledge
sharing. Moreover, employees sometimes misunderstand the information from chat
messages because chat messages contain only text messages which can cause
information misleading and inefficiency.  The organization should consider
communicating in another method such as online meeting or video conferencing when
necessary. The organization did not experience any problem during exchange
subprocess.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization E experienced only one problem during direction subprocess. The
problem is that data are distributed across several departments, so it is difficult to
collect data from various departments. Due to reorganization of IT department, there
is no centralized team responsible for central data warehouse. The organization
should immediately setup a team to responsible for central data warehouse. The
organization also experienced only one problem during routines subprocess. The
problem is that some information is incorrect, so the organization need external

information such as market data to update some internal information. In this case, the
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organization should update necessary data in the central data warehouse for correct

reports.

In summary, all problems found during all KM processes are presented in

Table 3.12.

Table 3.12 Problems during All KM Processes in Organization E

KM Processes KM Problems
Subprocesses
Knowledge Discovery Combination Not enough storage space
Information is not up to date
Information is published in many places
Socialization People rarely use Forums anymore

Knowledge Capture Externalization

Internalization

Knowledge Sharing Socialization
Exchange
Knowledge Direction
Application
Routines

Chat messages cause information
misleading and inefficiency

Privacy of best practices and lessons
learned

The content is too long (2 hours)
Employees rarely use knowledge from
some learning courses for their works
People rarely use Forums anymore
Chat messages cause information
misleading and inefficiency

Data are distributed across several
departments, no centralized team
responsible for central data warehouse

Some incorrect information

3.8 Organization F

3.8.1

Summary of Interview Scripts

Question 1: Does your organization have knowledge management systems?
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Answer: The organization have used Intranet portal (in-house development)
for more than ten years. The organization have also used E-learning, Share drive, and
Internal Communication Systems (mobile application) for five years. Internal
Communication Systems act as a knowledge hub and can provide individual and
group chat. The organization encourage employees to use Internal Communication
Systems for chatting related to works instead of Line because it is more confidential.

Question 2: What are the problems found in your organization during
knowledge discovery process?

Answer: During combination subprocess, one problem is that the systems did
not have enterprise search. Searching can be performed only within the systems or
applications. The organization faced one problem during socialization subprocess.
Employees attempt to use Line for work related communication and collaboration
more than Internal Communication Systems. The organization did not want
employees to use Line for work due to information privacy. They must find the way
to encourage employees to avoid using Line for work.

Question 3: What are the problems found in your organization during
knowledge capture process?

Answer: During externalization subprocess, the problem is knowledge loss
due to employee resignation. The organization did not enforce employees to regularly
create and maintain work related documents. The organization experienced one
problem during internalization subprocess. The problem is that some employees did
not register in any training courses. They may be busy with work or have no interest
in the offered training courses.

Question 4: What are the problems found in your organization during
knowledge sharing?

Answer: During socialization subprocess, the organization faced one problem.
Employees attempt to use Line for work related communication and collaboration
more than Internal Communication Systems. The organization experienced one
problem during exchange subprocess. Internal communication systems did not allow
users to attach the document files. Users need to use Google Drive to store the

document files and share to other users via links.
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Question 5: What are the problems found in your organization during
knowledge application?

Answer: During direction subprocess, the problem is that various systems in
the organization are not integrated. If there is an issue, employees need to find
information from several sources to solve the problem. Only expert employees will
know which systems to seek out the answer. The organization did not experience any
problem during routines subprocess.

Question 6: What would you consider the most needed KMSs functionality in
your organization?

Answer: The first most needed function is Capturing. The second most
needed function is Tracking.

Question 7: Please consider whether the existing knowledge management
systems in your organization have the following functions.

Answer: The KMSs in the organization have all listed functionalities except
Automatic Recommendations, Bookmark, Mash-ups, Annotate, View Annotations,

Social Tagging, and Blogs.

3.8.2 Case Background of Organization F

Organization F is a telecommunication company in Thailand, which was
established in the late nineteenth century. The organization have employed
approximately 2,300 employees (The Stock Exchange of Thailand, 2017). The
organization have all KM processes which are knowledge discovery, capture, sharing,
and application referring to Becerra-Fernandez & Sabherwal (2015). For knowledge
discovery, the organization kept explicit knowledge on the Intranet and Share Drive to
communicate to all employees. Also, employees used individual and group chat to
communicate and collaborate with each other. For knowledge capture, the
organization regularly arrange meeting and use brainstorming and mentoring
techniques. The organization also conducted training for employees’ development.
For knowledge sharing, the organization used individual and group chat for
collaboration among employees. The organization also collected lessons learned to be
shared with all employees. For knowledge application, the organization collected

knowledge for call center to use. The organization also regularly generate reports.
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3.8.3 Existing KMSs’ Technologies and Functionalities

Organization F have used several KM systems and technologies to support
KM processes. For knowledge discovery process, the organization performs
combination subprocess by collecting and publishing knowledge for their employees
using Intranet Portal, Share Drive, and Internal Communication Systems as mobile
application. Intranet portal is a center for internally publishing all information that
employees need for works. Internal Communication Systems act as a knowledge hub
which contain brief knowledge and information. The systems support image files and
links to documents but do not support document files. The organization performs
socialization subprocess by using private and group chats to communicate and
collaborate among employees via Internal Communication Systems. The organization
encourage employees to use Internal Communication Systems for chatting related to
works instead of Line because it is more confidential. For knowledge capture
process, the organization performs externalization subprocess by arranging meeting
for brainstorming and mentoring. No specific technology was claimed to formally
use for supporting this activity. The organization performs internalization subprocess
by allowing their employee to access training materials in the form of video and
PowerPoint slides for the registered courses using e-learning technology. For
knowledge sharing process, the organization performs socialization subprocess, same
as in knowledge discovery process. For exchange subprocess, the organization
collects and maintains their lesson learned in Internal Communication Systems. For
knowledge application process, the organization performs direction subprocess by
collecting knowledges needed for works in Intranet portal. And the organization
performs routine subprocess by keeping regular reports currently used in Intranet
portal also. The organization mainly claimed to collect a lot of knowledge assets in
repositories but some real activities in each knowledge management process are still
missing.

Existing KMSs’ technologies and KM processes, which these technologies

support, are summarized in Table 3.13.
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KM KM Activities Technologies
Processes Subprocesses
Knowledge = Combination Collecting and publishing Intranet portal
Discovery knowledge Share Drive
Internal
Communication
Systems (mobile
application)
Socialization Using individual and group  Internal
chat to communicate and Communication
collaborate among Systems (mobile
employees application)
Knowledge Externalization  Arranging meetings and -
Capture using brainstorming and
mentoring
Internalization Access training materials for E-learning
the registered courses.
Knowledge Socialization Using individual and group  Internal
Sharing chat to communicate and Communication
collaborate among Systems (mobile
employees application)
Exchange Collecting, maintaining, and  Internal
accessing lessons learned Communication
Systems (mobile
application)
Knowledge Direction Collecting knowledge Intranet portal
Application needed for works
Routines Keeping regular reports
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Even the organization performs every knowledge management process and
subprocesses, the activities stated by knowledge experts in the organization is still
focusing on collecting knowledge, reports, and lesson learned. Due to the knowledge
management activities are not aligned with the working processes and procedures, the
knowledge collected is missing because of resignation of employees, busy to finish
the assigned jobs, or distributed knowledge keeping and management. This may
explain why the activities in knowledge application process include only collecting
knowledge and reports, and not clearly state how to use knowledge. The organization
faces some behavior concerns about priority to attend training courses; however, the
employees discusses to each other a lot to find the way for finishing jobs. The current
technology used shows inefficient performance. It is hard to access knowledge and
not support performing some formats of knowledge and data.

The organization have used Intranet portal for more than ten years. The
organization have used E-learning, Share drive, and Internal Communication Systems
(mobile application) for five years. The organization feel that all these systems were
successful. Considering KM systems and technologies that organization F used as a
whole, the existing KMSs have twelve from nineteen functions identified in the
literature review which are

1) Deposit
2) Search
3) Browse
4) View
5) Download
6) Rate/Comment
7) Knowledge Filter
8) Personal User Accounts
9) Forums
10) RSS Feeds
11) Wikis
12) Social Networks
The systems lack several functions such as Automatic Recommendations,

Bookmark, Mash-ups, Annotate, View Annotations, Social Tagging, and Blogs.
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3.8.4 Problems Found during all KM Processes

First, the problems found during Knowledge Discovery process are divided
into two groups based on subprocesses which are Combination and Socialization.
Organization F experienced only one problem during combination subprocess. The
problem is that the systems did not have enterprise search. Enterprise search allows
searching for information throughout the organization. In this case, searching can be
performed only within the systems or applications. The organization also experienced
only one problem during socialization subprocess. Employees attempt to use Line for
work related communication and collaboration more than Internal Communication
Systems. The organization did not want employees to use Line for work due to
information privacy. Therefore, the organization need to find the way to encourage
employees to avoid using Line for work.

Second, the problems found during Knowledge Capture process are divided
into two groups based on subprocesses which are Externalization and Internalization.
Organization F experienced only one problem during externalization subprocess. The
problem is knowledge loss due to employee resignation. Since, the organization did
not enforce employees to regularly create and maintain work related documents.
Employees only use the meeting, brainstorming, and mentoring to share knowledge
but did not create documents for future reference. When employees resigned, it is
more likely to cause some knowledge loss. The organization also experienced only
one problem during internalization subprocess. The problem is that some employees
did not register in any training courses. The expert feel that most employees are too
busy with work or have no interest in some training courses. The organization should
have solid policies for employees to attend the training and share knowledge from the
training with others.

Third, the problems found during Knowledge Sharing process are divided into
two groups based on subprocesses which are Socialization and Exchange.
Organization F experienced only one problem during socialization subprocess. The
problem is that employees attempt to use Line for work related communication and
collaboration more than Internal Communication Systems. The reason is that most
people use Line for chatting in everyday use, so they do not feel that it is necessary to

use Internal Communication Systems. Also, Internal Communication Systems do not
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have video conferencing while Line has this function. The organization also
experienced only one problem during exchange subprocess. The problem is that
Internal Communication Systems did not allow users to attach the document files.
Users need to use Google Drive to store the document files and share to other users
via links. The problem with Internal Communication Systems could be solved by
enhancing Internal Communication Systems to support document files and have video
conferencing function. The organization should also encourage employees to use
Internal Communication Systems by using points and rewards.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines.
Organization F experienced only one problem during direction subprocess. The
problem is that various systems in the organization are not integrated. If there is an
issue, call centers need to find information from several sources to solve the problem.
Only expert call centers will know which systems to seek out the answer. In this case,
the organization should collect and maintain knowledge so that knowledge can be
shared to those in need. The organization did not experience any problem during
routines subprocess.

In summary, all problems found during all KM processes are presented in
Table 3.14.

Table 3.14 Problems during All KM Processes in Organization F

KM Processes KM Problems

Subprocesses

Knowledge Discovery Combination Lack of enterprise search
Socialization Higher volume of Line usage than
internal communication systems
Knowledge Capture Externalization Knowledge loss due to employee
resignation
Internalization ~ Some employees are not interested in any
training courses

Knowledge Sharing Socialization Higher volume of Line usage than
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KM Processes KM Problems
Subprocesses

internal communication systems

Exchange Internal communication systems are
unable to support document file, need to
use Google Drive to store and share file

via links
Knowledge Direction Need to find information from several
Application sources because several systems are not
integrated

Routines -

3.9 Summary of Research Results

The research also considered Technology Acceptance Model (TAM) (Davis,
1993) to analyze the interview results because TAM is widely accepted as a model to
predict acceptance of new technology by individuals. TAM illustrated that system
design features directly influence user perception of the usefulness and ease of use of
the systems. The findings supported the concept of TAM in the term of perceived
ease of use according to the following issues. Organization A experienced the
problem regarding lack of knowledge for new tools and tools are difficult to use.
Organization D experienced the problem that LMS is difficult to use especially for
new users due to many steps required and the problem that ERP is not user friendly as
the systems require many steps. Organization F experienced the problem that Internal
communication systems are unable to support document file and the problem that staff
need to find information from several sources because several systems are not
integrated. The findings also supported the concept of TAM in the term of perceived
usefulness according to the following issues. The expert in organization A feel that
SharePoint was not successful.  Although, the organization highly promoted
SharePoint, employees rarely use it. Employees moved back to use Share drive and
feel that SharePoint will not be successful in long term. Organization D have used

SharePoint for around ten years, but they feel that it was not successful. SharePoint



101

has a low performance issue because its hosting server is in a foreign country.
Currently, SharePoint usage is reducing, and it is only used to communicate news as
one-way communication. Moreover, the organization have used Learning
Management Systems for more than five years and feel that the systems were not
successful. The expert in organization E feel that KM website and SharePoint were
not successful. Employees rarely use KM website and SharePoint because Intranet
portal has all necessary information and knowledge. Also, people rarely use some
features like Forums anymore, so it implies that this feature is no longer useful.
Organization F experienced the problem that employees have tried to use Line for
work related issues instead of Internal communication systems. This implies that
employees feel that Line is more useful than Internal communication systems to some
extent. It is probably because Internal communication systems cannot support the
document file and lack of video conferencing feature. Therefore, the results aligned
with the concept of TAM as the features of the systems influence perceived ease of
use and perceived usefulness of the systems.

The results showed that each organization used several KM systems and
technologies. Duration of system usage and user perception on systems success
differed in each organization. Users perceived that the systems are successful when
many users regularly use the systems, the systems are easy to use, and the systems
provide benefits to users. In terms of existing KMSs and technologies, duration of
system usage, and user perception on systems success, the results varied among
organizations. The organizations’ existing KMSs and technologies, duration of
system usage, and user perception on systems success are summarized and presented
in Table 3.15.

Table 3.15 Existing Knowledge Management Systems and Technologies

Organization Existing KM Systems Duration  User Perception
and Technologies on Systems
Success
A SharePoint 1 year Not success

Intranet portal (in-house >b5years Success
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Organization Existing KM Systems Duration  User Perception
and Technologies on Systems
Success

development)
Share drive >5years Success
Content Management Systems >5years Success
E-learning >5years Success

B Web portal (in-house > 5 years Success
development)
Share drive 2 years Success
Google Drive > 5 years Success
Trello 2 years Success

C SharePoint as group portal and 3 years Success
department portal
KM portal (content only) 10 years  Success
E-learning 10 years  Success
Document Management Systems 10 years  Success

D SharePoint 10 years  Not success
Share drive 2 years Success
Document Management Systems  >10 years Success
Learning Management Systems >5years Not success
E-learning (mobile application) 2 years Success

E Intranet portal (in-house 10 years  Success
development)
KM website 3 years Not success
SharePoint 3 years Not success
Share drive >10 years Success
Google Drive >b5years Success
E-learning >b5years Success
Content Management Systems >5years Success
Document Management Systems > 5 years Success
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Organization Existing KM Systems Duration  User Perception
and Technologies on Systems
Success
F Intranet portal (in-house >10 years Success

development)

E-learning 5 years Success
Share drive 5 years Success
Internal Communication Systems 5 years Success

(mobile application)

Many organizations especially those with more than 4,000 employees are
currently having or using SharePoint. SharePoint is the Intranet that works as an
organization’s collaborative platform from Microsoft and usually integrated with
Microsoft Office (Microsoft, 2018). However, most experts agreed that SharePoint is
not one of the successful tools for their KM. Many experts found that SharePoint is
difficult to use, and the systems’ response is quite slow. Instead, those experts use
their own in-house development portals, which are easy to use. The result aligns with
the concept of TAM (Davis, 1993). The employee will not use the systems if they
feel that the systems are not useful or difficult to use.

KM portal is also used even though the organizations already have SharePoint.
KM portal is the Intranet that publishes only the content of knowledge without any
collaborative functions. Most organizations still use Share drive, an organization
local file storage, to store, manage, and distribute knowledge, and it is successful from
their point of view. Some organizations even use Google Drive, a cloud storage
application from Google (2018), together with Share drive for the same purpose.
Their perception toward Google Drive is that it is successful as well. Only one
organization used Trello, a team collaboration tool from Atlassian Corporation
(2018), to work collaboratively on tasks and projects. This implies that Trello may
not be the common tool in Thai organizations. Some organizations especially those in
telecommunication industry have started to move KMSs platform from regular

browser to mobile application. Moreover, there is an increasing trend for the use of
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Line, an application providing free message texting, free calls, and free video calls
from Line Corporation (2018).

In terms of existing KMSs’ functionalities, the results are different among
organization. The existing KMSs’ functionalities checklist of all organizations is
summarized and listed in Table 3.16.

Table 3.16 Functionalities Checklist

No. KMSs A B C D E F
Functionalities

1 Deposit / / / / / /

2 Search / / / / / /

3 Browse / / / / / /

4 View / / / / / /

5 Download / / / / / /

6 Rate/:Comment / / / / / /

7 Knowledge Filter / / / / / /

8 Automatic / / Under / /
Recommendations development

9 Bookmark / / / / /

10  Mash-ups / - / / /

11  Annotate / / / /

12 View Annotations / / / /

13  Social Tagging / / / /

14 Personal User / / / / / /
Accounts

15 Forums / / / / / /

16 RSS Feeds / / / / / /

17  Wikis / - / / - /
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No. KMSs A B C D E F
Functionalities

18 Blogs / - / / /

19  Social Networks / - / / - /

Existing KMSs of two organizations (A and D) have all nineteen functions
identified in the literature review. Automatic Recommendations function is missing
from existing KMSs of one organization (F) and under the development for existing
KMSs of one organization (C). Bookmark function is missing from existing KMSs of
one organization (F). Other functions which are missing from existing KMSs of two
organizations are Mash-ups, Annotate, View Annotations, Social Tagging, Wikis,
Blogs, Social Networks.

The following section discussed various problems in the organization by
considering Knowledge Discovery, Capture, Sharing, and Application processes
based on the work of Becerra-Fernandez & Sabherwal (2015). The results from the
interview showed several problems found in the organizations during all KM
processes. First, the problems found during Knowledge Discovery process are
divided into two groups based on subprocesses which are Combination and
Socialization. In summary, all problems found during Knowledge Discovery process

are presented in Table 3.17.

Table 3.17 Problems in Organizations during Knowledge Discovery Process

KM Problems A B C D E F
Subprocesses
Combination  Lack of knowledge for new tools X
Tools are difficult to use X
Lack of document content / image X X
search
Violate or no standard file naming X X
convention

Lack of official expert profile X
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KM

Subprocesses

Problems

A B C D E

Socialization

Lack of systematic process for
cleansing knowledge

Lack of enterprise search

Not enough storage space
Information is incorrectly
categorized

Some contents are too long (video)
Information is not up to date
Information is published in many
places

People rarely contribute to express
opinion

Miss some information due to fast
flowing of chat messages

People rarely use Forums anymore
Chat messages cause information
misleading and inefficiency
Higher volume of Line usage than

internal communication systems

X
X

From Table 3.17, the organizations experienced several problems during

Combination and Socialization subprocesses. The most common problems found in

two or more organizations during Combination subprocess are:

1) Lack of document content or image search. The tools and systems

the organization are using did not allow to search for the content of the document and

the image. The organization are attempting to find plugin which can convert image

file to text file for search purpose.

2) Violate or no standard file naming convention. The organization

have no standard naming convention for files and employees often violate naming

convention for file. This causes the difficulties in finding desired files.
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3) Lack of enterprise search. The current systems did not provide
enterprise search which includes searching for information throughout the
organization. Searching can be performed only within the systems.

4) Not enough storage space. The current systems grew very fast
causing the problem of insufficient storage space. The organization must regularly
delete or backup the information to the server.

Other problems found during Combination subprocess are that employees lack
knowledge of new tools and the tools are difficult to use. Employees were not
familiar with the new tools and did not know how to adapt the new tools to their
works. Another problem is lack of official expert profile because the organization did
not officially collect and store profile of all experts. Lack of systematic process for
cleansing knowledge is another problem which causes invalid knowledge to remain in
the knowledge repositories. The rest of the problems are related to information and
content. For example, information is incorrectly categorized due to incorrect keyword
input by users. Information is not up to date and published in many places.
Moreover, some video contents are too long which cause employees to lose interest.

During Socialization subprocess, the only one common problem found in two
or more organizations is that people rarely contribute to express opinion. This
problem may relate to organizational culture. Employees are afraid that their opinions
may be incorrect. Although, the organization have many campaigns to encourage
employees to participate in online forums, the organization still faced this problem.
Another problem is that people rarely use Forums anymore. Forums in the
organization are outdated from the user perception. The organization also
experienced the problem that employees increasingly use Line for work more than
internal communication systems. This problem causes the organization to concern
about the privacy of work-related knowledge discussed through Line. Other problems
are related to chat messages. The organization claimed that chat messages cause
information misleading and inefficiency and employees often miss some information
due to fast flowing of chat messages.

Second, the problems found during Knowledge Capture process are divided

into two groups based on subprocesses which are Externalization and Internalization.
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In summary, all problems found during Knowledge Capture process are presented in
Table 3.18.

Table 3.18 Problems in Organizations during Knowledge Capture Process

KM Problems A B C D E F
Subprocesses
Externalization  Too much effort for creating X

manuals or documents

Knowledge assets are scattered X

throughout the organization

Difficult to create and update X

documents due to dynamic nature of

business

Incompletely identify all best X
practices

Lack of updating and maintaining X
existing documents, develop new

documents instead

Privacy of best practices and lessons X
learned

Knowledge loss due to employee X
resignation

Internalization ~ Some knowledge loss X X X

Unavailability of training materials if X

employees do not register for the

course

Some employees are not interested X X
in any training courses

LMS performance is slow during X

concurrent use
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KM Problems A B C D E F

Subprocesses

LMS contents are limited to the X
group level of business, do not
support local content

LMS is difficult to use especially for X
new users due to many steps

required

The content is too long (2 hours) X
Employees rarely use knowledge X

from some learning courses for their

works

From Table 3.18, the organizations experienced various problems during
Externalization and Internalization subprocesses. During Externalization subprocess,
the organizations faced different problems causing no common problem among them.
Another problem is too much effort and difficulties in creating and updating manuals
or documents due to dynamic nature of business. Also, new employees tend to
develop new documents instead of updating and maintaining existing documents.
Another problem is that knowledge assets are scattered throughout the organization
causing the organization to use several tools to obtain knowledge. Knowledge loss
due to employee resignation is another problem because the organization did not
encourage or enforce employees to regularly create and maintain work-related
documents. The rest of the problems are related to best practices and lessons learned.
For example, the organization incompletely identify all best practices. The
organization have privacy concern regarding best practices and lessons learned
created from employees. These best practices and lessons learned are mostly
available to employees in the same department because they contain sensitive
information.

During Internalization subprocess, the most common problems found in two

Or more organizations are:
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1) Some knowledge loss. This problem can occur during or after
learning. Sometimes, employees may forget what they learned, or they may be too
lazy to watch the video repeatedly. Searchable video transcript, repetitive learning,
and work practicing may be able to solve this problem.

2) Some employees are not interested in any training courses.
Employees did not register in any training courses without the enforcement from their
supervisors. This is because employees are busy with work or have no interest in the
offered training courses.

Other problems found during Internalization subprocess are related to
Learning Management Systems. For example, the systems have slow performance
during concurrent use, the contents are limited to the group level of business, the
systems are difficult to use especially for new users. The organization attempt to
conduct the training and develop up-to-date manual for ease of use of the systems.
Another problem is the unavailability of training materials if employees do not
register for the course. Another problem is that the learning content is too long which
can distract most employees. The last problem is that employees rarely use
knowledge from some learning courses because the acquired knowledge is not
applicable to their works.

Third, the problems found during Knowledge Sharing process are divided into
two groups based on subprocesses which are Socialization and Exchange. In
summary, all problems found during Knowledge Sharing process are presented in
Table 3.19.

Table 3.19 Problems in Organizations during Knowledge Sharing Process

KM Problems A B C D E F
Subprocesses
Socialization  People rarely contribute to express X X X
opinion
Miss some information due to fast X

flowing of chat messages

Too much focus on mass KM sharing X
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KM Problems A B C D E F
Subprocesses
activity
People rarely use Forums anymore X
Chat messages cause information X

misleading and inefficiency

Higher volume of Line usage than X

internal communication systems

Exchange Lessons learned are not centrally X

stored, only shared during gap analysis

Internal communication systems are X
unable to support document file, need
to use Google Drive to store and share

file via links

From Table 3.19, the organizations experienced several problems during
Socialization and Exchange subprocesses. During Socialization subprocess, the only
one common problem found in two or more organizations is that people rarely
contribute to express opinion. This problem relates to organizational culture as
previously discussed in Socialization subprocess within Knowledge Discovery
process. Another problem is that the organization focus too much on mass KM
sharing activity. Employees who attend mass knowledge sharing session, rarely
utilize that knowledge. Other problems, which are the same problems discussed in
Socialization subprocess within Knowledge Discovery process, are:

1) People rarely use Forums anymore.

2) Higher volume of Line usage than internal communication systems.
3) Miss some information due to fast flowing of chat messages.

4) Chat messages cause information misleading and inefficiency.

During Exchange subprocess, the organizations experienced a few problems
with no common problem. One problem is that lessons learned are not centrally

stored. The lessons learned will be shared during gap analysis only. Another problem
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is that internal communication systems are unable to support document file. Users
need to use Google Drive to store the document files and share to other users via
links.

Lastly, the problems found during Knowledge Application process are divided
into two groups based on subprocesses which are Direction and Routines. In
summary, all problems found during Knowledge Application process are presented in
Table 3.20.

Table 3.20 Problems in Organizations during Knowledge Application Process

KM Problems A B C D E F
Subprocesses
Direction System performance is slow, takes X

time to retrieve information
Lack of information relevance X
causing the decrease in information
correctness
Lack of clear procedure regarding X
new product launch causing delay of
information arrival
Some processes are not documented X
due to dynamic nature of business
Data are distributed across several X
departments, no centralized team
responsible for central data
warehouse
Need to find information from X
several sources because several
systems are not integrated
Routines Data are not centrally stored X
Lack of unstructured data collection X

and preparation
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KM Problems A B C D E F

Subprocesses

Social network data is not real-time X

(retrieve weekly)

Some incorrect information X X
Some information is not updated real- X

time

ERP is not user friendly, requires X
many steps

From Table 3.20, the organizations experienced several problems during
Direction and Routines subprocesses. During Direction subprocess, the organizations
faced various problems with no common problem among them. One of the problems
is that system performance is slow; it takes long time to retrieve the information.
Other problems are lack of information relevance causing the decrease in information
correctness and lack of clear procedure regarding new product launch causing delay
of information arrival. Another problem is that some processes are not documented
because it is difficult to document all processes due to dynamic nature of business. If
employees had problems or questions, they ask their supervisors or managers. The
problem that data are distributed across several departments occurs due to no
centralized team responsible for central data warehouse. This problem causes the
difficulties in collecting data from various departments. The last problem is that
employees need to find information from several sources to solve the problem
because several systems are not integrated. Only expert employees know which
systems to find the answer.

During Routines subprocess, the only one common problem found in two
organizations is that the systems have some incorrect information. This problem
occurs during the waiting period when the internal information needs to be combined
and updated with the external information. Other problems are that the data are not
centrally stored and lack of unstructured data collection and preparation. The

organization did not have procedures for collecting unstructured data such as social
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network data, e-mail data, and conversation data in chat program. The organization
also faced the problem that Social Network data is not real-time. As the organization
used the tool to export the data from Facebook and generate their own weekly report,
they need to use many processes and take long time. Another problem is that some
information in the report systems are not updated real-time. For example, the logic of
the report systems has not been modified when a new product was launched. The last
problem is that ERP is not user friendly because the systems require users to perform

many steps.

3.10 Conclusion of Current Practice of KMSs

The following research questions are answered:

Research question 1: What are KMSs or KM tools currently used by the
organization to support KM processes?

In conclusion, these six organizations performed all KM processes but the
activities within each KM process varied. For knowledge discovery process, all
organizations focused on the activities of collecting and publishing knowledge for
their employees by using slightly different technologies. For knowledge capture
process, most organizations focused on the activities which are mentoring and training
simulations, interviewing retiring employees, arranging meetings for brainstorming.
The organizations did not utilize any technology to support these activities. For
knowledge sharing process, all organizations have good knowledge sharing culture as
they performed the activities which encourage employees to discuss in both online
and offline mode and utilize the technologies to support the discussion. Nevertheless,
there are some activities which organizations did not utilize any tool or technology to
support.  These activities are discussing with each other in informal groups,
conducting a meeting for knowledge sharing, and interviewing with experts. For
knowledge application process, all organizations focused on the activities like
collecting knowledge assets, rules, procedures, and reports. However, some real
activities, which are related to how to use the knowledge, are still missing.

Overall, KM processes of organizations in Thailand focus on collecting

explicit knowledge which is necessary things to do. If explicit knowledge is poorly
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maintained, other KM processes such as knowledge sharing and application will be
poorly performed as well. For knowledge capture and sharing, most organizations
still use traditional style like the interview and face to face discussion. Although, the
interview and face to face discussion allow employees to socially connected, the use
of technologies would assist in efficiency. For example, technologies would assist
global managers from abroad to remotely interview retired employees or assist
workers from different countries to concurrently discuss with each other.

The common tools and systems used among three or more organizations are
SharePoint, Intranet portal (in-house development), Share drive, Document
Management Systems, and E-learning. SharePoint, Intranet portal, Share Drive, and
Document Management Systems were used primarily to store and manage explicit
knowledge. This implies that organizations value the importance of explicit
knowledge. Therefore, functionalities of KMSs should be developed to support all
aspects related to the management of explicit knowledge repository and refinement.
These functions are Share, Upload, Modify, Convert, Report, Approve, Tracking.
The current use of E-learning in the organization implies that organizations promote
learning and collaboration among employees. Therefore, functionalities of KMSs
should be developed to facilitate learning activities. These functions are Online
Training and Online Meeting.

Some organizations started to use Line for personal collaboration due to its
popularity in Thailand. However, information privacy was the concern for work
related communication among employees through Line. Therefore, functionalities of
KMSs should be developed to support real-time communication among employees.
This function is Chat. Most organizations’ existing KMSs have all nineteen functions
identified in the literature review which are Deposit, Search, Browse, View,
Download, Rate/Comment, Knowledge Filter, Automatic Recommendations,
Bookmark, Mash-ups, Annotate, View Annotations, Social Tagging, Personal User
Accounts, Forums, RSS Feeds, Wikis, Blogs, and Social Networks. Therefore, these
functions are necessary and should be remained in the KMSs.

Research question 2: What are the current problems occurred from KMSs

utilization?
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For the current problems occurred from KMSs utilization, organizations faced
various problems. The highest number of common problems occurred during new
explicit knowledge creation. These problems are lack of document content or image
search, violate or no standard file naming convention, lack of enterprise search, and
not enough storage space. This implies that organizations still faced the challenges in
dealing with explicit knowledge. Existing KMSs did not support document content or
image search and enterprise search. Therefore, Search function of KMSs need to be
enhanced. The problem regarding not enough storage space lead to the idea to
enhance Deposit function of KMSs. Moreover, existing KMSs have not focused on
supporting the creation of new knowledge. Therefore, KMSs should have functions
such as Text Analytics and Speech Analytics which support knowledge discovery
process. Another critical problem is that people rarely contribute to express the
opinion and knowledge loss during or after learning. To encourage employees in

knowledge contribution, Social Networks function need to be improved as well.



CHAPTER 4

ENHANCING KMSs: FUNCTIONALITIES FOR MORE
EFFICIENT KM PROCESSES

Following the previous chapter which discussed the current practice of KMSs,
the research continued to answer another research question.

Research question 3: By considering existing and new technologies, what are

the proposed list of KMSs’ functionalities that can solve current problems and
better facilitate overall KM processes?

Many researches stated various approaches that could be used to solve current
problems and better facilitate overall KM processes. For example, the organization
need to align KM strategy with business strategy. The organization need to interpret
high-level strategic objectives to the lowest level units and job roles, then find a way
to measure their performance (Oluikpe, 2012). Business processes are tied to the
organization’s business strategy; therefore, KM strategy should focus on business
processes. In addition, the organization may consider building a KMS architecture in
a cloud computing environment to reduce the cost of organization expenses and
obtain more powerful functional capabilities (Chin-Nung, I-Liang, & Yan-Kai, 2011).
Cloud-based KMSs are controlled by the cloud service providers and available to
users whenever they request. Employees can quickly and economically access
various KM resources from cloud service platforms (Chin-Nung et al., 2011).
Another approach relates to building KM cultures in the organization. Culture is a
crucial factor in knowledge creation, sharing, and application (Boateng & Narteh,
2015). The organization should create an environment where employees appreciate
the value of new knowledge created internally or externally. Also, the organization
should create a culture where employees are eager to seek new knowledge (Boateng

& Narteh, 2015). From approaches stated above, this research suggested to enhance
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KMSs’ functionalities in order to solve current problems and better facilitate overall
KM processes.

This chapter discussed how to close the gaps by enhancing KMSs’
functionalities to support all KM processes more efficiently. The research used
extensive brainstorming among information systems practitioners to consider
problems and recommendations stated by experts, which discussed in Chapter 3.
According to current technologies found from six organizations stated in Chapter 3,
the gap analysis between expected KMSs discussed in Chapter 2 and current

technologies used by the organizations must be performed.

4.1 Gap Analysis

This section examined Gap analysis between As-Is and To-Be KMSs’
functionalities. As stated in Chapter 2, there are many To-Be KMSs’ functionalities
which were not appeared in As-Is KMSs’ functionalities. These functions need to be
implemented as new functions for KMSs. Moreover, some functions which need to
be enhanced are Deposit, Search, and Social Networks due to the common problems
discussed in Chapter 3. For example, several organizations experienced data storing
problems where data or knowledge assets are not centrally stored. Other problems are
lack of unstructured data collection and preparation and inability to support document
file. Therefore, Deposit function needs to be enhanced to solve these problems and
better facilitate KM processes. Search function needs to be enhanced because many
organizations also faced problems with lack of document content or image search and
lack of enterprise search. In addition, many organizations faced the problem that
people rarely contribute to express opinion. The organizations need to find the way to
encourage people to participate in social activities more; therefore, Social Networks
function needs to be enhanced. In summary, gap analysis between As-Is and To-Be

KMSs’ functionalities is presented in Table 4.1.
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Table 4.1 Gap Analysis between As-1s and To-Be KMSs’ functionalities

No. To-Be Appeared in Action KM Process
Functionalities As-1s Needed Facilitation

Functionalities

1 Deposit Yes Need Knowledge Discovery
enhancement Knowledge Sharing
2 Search Yes Need Knowledge Discovery
enhancement
Browse Yes Knowledge Discovery
4 View Yes Knowledge Discovery
5 Download Yes Knowledge Discovery

Knowledge Sharing
6 Rate/Comment Yes Knowledge Discovery
Knowledge Sharing
7 Knowledge Filter  Yes Knowledge Discovery
8 Automatic Yes Knowledge Discovery

Recommendations

9 Save Favorite Yes Knowledge Discovery
10 Combine Yes Knowledge Discovery
11 Annotate Yes Knowledge Discovery

Knowledge Sharing
12 View Annotations Yes Knowledge Discovery

Knowledge Sharing

13 Social Tagging Yes Knowledge Discovery
Knowledge Sharing
14 Personal User Yes Knowledge Discovery
Accounts
15 Forums Yes Knowledge Capture

Knowledge Discovery

Knowledge Sharing
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No. To-Be Appeared in Action KM Process
Functionalities As-1s Needed Facilitation

Functionalities

16 Inform Updates Yes Knowledge Discovery
Knowledge Sharing
17 Collaborate Yes Knowledge Capture
Knowledge Discovery
Knowledge Sharing
18 Personal Log Yes Knowledge Capture
Knowledge Discovery
Knowledge Sharing
19 Social Networks  Yes Need Knowledge Capture
enhancement Knowledge Discovery
Knowledge Sharing
20 Online Training No Implement as  Knowledge Capture
new function Knowledge Discovery
for KMSs Knowledge Sharing
21 Online Meeting No Implement as  Knowledge Discovery
new function Knowledge Sharing
for KMSs
22 Share No Implement as  Knowledge Sharing
new function
for KMSs
23 Chat No Implement as  Knowledge Capture
new function Knowledge Discovery

for KMSs Knowledge Sharing

24 Chat Bot No Implement as  Knowledge
new function Application
for KMSs

25 Al-based No Implement as  Knowledge

Workflow new function  Application
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No. To-Be Appeared in Action KM Process
Functionalities As-1s Needed Facilitation
Functionalities
Automation for KMSs

26 Upload No Implement as  Knowledge Discovery
new function
for KMSs

27 Modify No Implement as  Knowledge Discovery
new function Knowledge Sharing
for KMSs

28 Convert No Implement as Knowledge Discovery
new function
for KMSs

29 Report No Implement as  Knowledge Discovery
new function Knowledge Sharing
for KMSs

30 Approve No Implement as  Knowledge Discovery
new function Knowledge Sharing
for KMSs

31 Tracking No Implement as  Knowledge Discovery
new function Knowledge Sharing
for KMSs

32 Text Analytics No Implement as  Knowledge Discovery
new function
for KMSs

33 Speech Analytics No Implement as  Knowledge Discovery
new function
for KMSs

34 Personal No Implement as  Knowledge Discovery

Customization

new function
for KMSs
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According to the interview results in Chapter 3, several organizations
experienced the same problem concerning data storing; for example, data or
knowledge assets are not centrally stored. The workers need to collect information
from several sources. Another common problem is related to lack of unstructured
data collection and preparation. Another problem is that the internal communication
systems are unable to support document file. Therefore, Deposit function should be
enhanced to centrally store data or knowledge assets, collect and prepare unstructured
data, and support various file types. From the interview results, some existing KMSs
lack document content or image search and lack enterprise search. More importantly,
four out of six organizations agreed that search function is the most desired KMSs
functionality. Therefore, Search function should be enhanced to support document
content, video content, and image search, support enterprise search, and understand
the user context for the query. From the interview results, the common problem is
that people rarely contribute to express opinion. Therefore, Social Networks function
should be enhanced to encourage people to express opinion more.

To solve problems or to make technologies to support KMSs for more
efficiency, KMSs should

1) Enhance some existing functions; Deposit, Search, and Social
Networks.

2) Implement these functions as new functions; Online Training,
Online Meeting, Share, Chat, Chat Bot, Al-based Workflow Automation, Upload,
Modify, Convert, Report, Approve, Tracking, Text Analytics, Speech Analytics, and
Personal Customization.

Supporting technologies which can facilitate KMSs for more efficiency are
that the processor and RAM of the systems’ server should be upgraded to be able to
process large amount of information faster and support concurrent use. Also, the
organization’s infrastructure should support data centralization. Storage capacities
should be increased based on the amount of systems usage and the outdated data with
usually more than five years should be cleaned. This should be able to prevent
insufficient storage space. Organizations could use video recording technology to
capture knowledge instead of writing documents. This method is easier for

employees and eliminates the tedious process of creating and updating the documents.
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Also, to support the usage of KMSs, some actions or campaigns must be
implemented. These are

1) Training. Often, employees are not familiar with the new tools and
feel that the tools are difficult to use. The organization need to conduct the training
and develop up-to-date user manual. The organization should also have solid policies
for employees to attend the training and share knowledge from the training with
others. The training should be targeted to those who need that knowledge for works.
The training can be offline, online, or both. Online training is more flexible and
allows for repetitive learning. The organization should make training materials to be
available for all employees at any time. The training should include activities such as
workshops or assignments so that employees can return to present the solution for
workshops or assignments after the training.

2) Rewarding. The management of the organization should encourage
employees to regularly participate in socialization activities such as expressing
opinion in both online and offline modes until this practice becomes the
organization’s norms. The organization can use reward systems and KPI to
encourage employees to express opinion or share knowledge. In some cases, reward
systems and KPI cannot encourage knowledge sharing for those who do not want to
share knowledge. Therefore, the management of the organization should create
culture for knowledge sharing in the organization. The organization should also set
the KPI for professional development so employees are encouraged to join the
training for self-development.

3) Changing organizational processes. The organization should have
plan and procedure to collect unstructured data such as social network data, e-mail
data, and conversation data from various sources. For example, chat logs should be
kept for future reference. The organization should enforce standard naming
convention for files and categorize files so that it is easier to find files. The
organization should adjust processes to reduce the steps for creating and updating the
document by embedding these activities into the work processes. Also, experts’
profile should be collected and shared to all employees, so it is easy to locate the
expert. The organization should set regular schedule for identifying best practices so

that no best practices are left behind. Moreover, the organization should set up the



124

audit process to verify the keyword input and regularly do data cleansing so that
information is correctly categorized.
The detailed specification of existing functionality enhancement was discussed

in the following section.

4.2 Enhance Existing Functionalities

The existing functionalities of KMSs which need to be enhanced are Deposit,
Search, and Social Networks functions. This section discussed how these functions

should be enhanced in detail.

4.2.1 Enhance Deposit Function

As previously mentioned, Deposit function enables users to store explicit
knowledge assets in a centralized knowledge repository or a database. Referring to
Becerra-Fernandez & Sabherwal (2015), a database is one of KM technologies used
to support the creation and sharing of new explicit knowledge. Therefore, this
function supports knowledge discovery and sharing process. From the common
problems discussed in Chapter 3, several organizations experienced the same problem
concerning data storing; for example, data or knowledge assets are not centrally
stored. The workers need to collect information from several sources. Another
common problem is lack of unstructured data collection and preparation.
Specifically, the organization, which utilized the well-known social network
applications such as Facebook, had problems with social network data. Data collected
from these social network applications are not real-time and require some manual
collection. Moreover, the organization experienced the problem that the internal
communication systems are unable to support document file. The users then need to
use Google Drive to store and share file via links. This will result in more processes
for users because they need to store document in Google Drive first and copy the links
to share with others in the internal communication systems. From the problems

discussed above, Deposit function should be enhanced to
1) Centrally Store Data or Knowledge Assets. Due to the problem

regarding data or knowledge assets are not centrally stored, Deposit function should
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be enhanced to centrally store data or knowledge assets. The organization should
develop web-based database systems which is developed based on the technology of
databases within web-applications. The systems allow storing enormous volumes of
information and enable users to classify whole document information according to job
domains. Database technology is important as it allows users to obtain information
and knowledge in many areas such as maintaining customer loyalty, finding new
customers, and increasing sales (Eren & Erdogmus, 2004). The systems database also
allows for managing knowledge within the organization by assigning date, title and
revision to the documents as well as placing them to specific locations (Ozorhon et
al.,, 2014). Nevertheless, developing the database to allow simple retrieval of
information within a single location is even more necessary (Tasleem et al., 2016).
Therefore, Deposit function should be enhanced to centrally store data or knowledge
assets.

2) Collect and Prepare Unstructured Data. Due to the problem
regarding lack of unstructured data collection and preparation especially social
networks data which are not real-time and require some manual collection, Deposit
function should be enhanced to collect and prepare unstructured data. According to
Khan & Vorley (2017), as much as 80 percent of today data available to the
organization are unstructured. Therefore, the organization need to cope with large
volumes of data in unstructured formats as well. The organization should improve the
process of collecting unstructured data especially social networks data. Deposit
function should be able to automatically collect unstructured data from various
sources and prepare unstructured data in such a way that they can be utilized by those
in need.

3) Support Various File Types. Due to the problem that some
existing KMSs in organizations cannot support document file. Users need to store the
document file in cloud storage application and share the file via links. Therefore, the
organization should enhance Deposit function to support various file types including
the video file. For the video file, it should be stored in the database as compressed
compatible format streams. If existing KMSs can support various file types, it would

encourage users to fully utilize the systems for all knowledge management activities.
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4.2.2  Enhance Search Function
As previously mentioned, Search function enables users to search explicit

knowledge assets using keywords matched with explicit knowledge metadata. Search
function allows users to get access to data which may be used to combine with
information and lead to the development of new explicit knowledge. Therefore, this
function supports knowledge discovery process. From the common problems
discussed in Chapter 3, some existing KMSs lack document content or image search.
More importantly, four out of six organizations agreed that search function is the most
desired KMSs functionality. There is also an increasing use of videos as knowledge
assets in the organization. Another common problem is that some existing KMSs lack
enterprise search. Enterprise search is information retrieval technology used to find
relevant information in organizations (Stocker, Richter, Kaiser, & Softic, 2015).
From the problems discussed above, Search function should be enhanced to

1) Support Document Content, Video Content, and Image Search.
Due to the problem that some existing KMSs lack document content or image search.
Search function should allow for searching both document title and document content.
Search function should also allow for image search by retrieving and ranking images
based on textual information. Moreover, the interview results reveal an increasing use
of videos as knowledge assets in the organization. Therefore, search function should
support searching for video contents as well. The search process should be able to
perform on the words spoken in recorded videos by identifying the videos or portions
from the keyword content of the video list.

2) Support Enterprise Search. Due to the problem that some existing
KMSs lack enterprise search. Search function should allow users to search for
knowledge assets not only in KMSs but also in other information systems throughout
the entire organization. This function should allow users to perform searching of an
organization’s external and internal web sites. Also, users should be able to perform
searching of other electronic text stored in the organizations’ emails, database records,
and documents on file sharing systems.

3) Understand the User Context for the Query. Search function is the
most needed KMSs’ functionality according to the interview results. However, the

search engine in many organizations does not understand the user context for the
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query resulting in irrelevant retrieval (Gulati & Garg, 2016). Therefore, Search
function should be enhanced to understand the user context for the query. In this
case, cognitive search which use a cognitive agent should be used. A Cognitive
Agent performs the cognitive acts of perceiving, reasoning, judging, responding, and
learning in a way similar to human beings (Gulati & Garg, 2016). As a result,
organizations should consider cognitive style and information seeking behavior of

users when design Search function.

4.2.3 Enhance Social Networks Function

As previously mentioned, Social Networks function enables users to build
online social networks based on the explicit knowledge assets. Users then can share
their common interests with other users. Social network is a space for sharing ideas
and information and help create value for innovation by helping people to address and
elaborate unstructured, ill-defined problems (Mantyméki & Riemer, 2016).
Therefore, this function supports knowledge discovery and sharing processes by
supporting the creation of new tacit knowledge and the sharing of tacit knowledge.
This function also supports the conversion of tacit knowledge to explicit form and
vice versa; therefore, it supports knowledge capture process. From the common
problems discussed in Chapter 3, one is that people rarely contribute to express
opinion. Social Networks function should be enhanced to encourage people to
express opinion more. This function should allow users to create profiles, view other
members’ profile information, find members in the network, manage friends, send and
receive messages, and search for information. Moreover, this function should allow
users to access from anywhere using any device. This would motivate users to use
this function more and encourage users to involve in socialization activities more.
This function can assist users to build trust and friendship. Referring to Diez-Vial and
Montoro-Sanchez (2014), trust and friendship make people more willing to share
knowledge as organizations do not feel that they must protect themselves from the
others. Therefore, this function would encourage users to share knowledge by
expressing their opinion more. The detailed specification of new functions including
the source of idea and the reason why KMSs should have these functions are

discussed in the following section.
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4.3 Implement New Functionalities for KMSs

New functionalities of KMSs which need to be implemented are

1) Online Training. This function allows users to attend online
training classes and access all materials related to the registered classes. From the
interview result of the current practice of KMSs, users had numerous works, so they
were not available to attend the training in the normal classroom during work hours.
This function enables users to attend online training classes, access training materials,
and learn at their desired time. Organizations also experienced knowledge loss during
learning which can be solved by repetitive learning. This function enables users to do
repetitive learning at their convenient time. Through this function, users can also
communicate and collaborate with other users registered for the same classes to share
ideas or work on group activities.

2) Online Meeting. This function allows users to set up virtual face-
to-face meetings, so users can communicate and collaborate among individuals and
team members at anytime and anywhere. From the interview result of the current
practice of KMSs, employees sometimes misunderstand the information from chat
messages because chat messages contain only text messages which can cause
information misleading. The organization should consider communicating in another
method such as online meeting when necessary. This function enables users to
communicate in face-to-face environments to eliminate information misleading. Users
from different geographical areas can brainstorm in group and/or conduct online
seminars using this function. Therefore, this function allows KMSs to better support
communication and collaboration and enhance users’ experience from using KMSs.

3) Share. This function allows users to share the explicit knowledge
via various channels such as email, instant messaging, social networks, and QR code
link.  From the interview result of the current practice of KMSs, internal
communication systems cannot support document file, so the file need to be stored in
other locations and shared via links. This function provides users with many options
to share explicit knowledge. Also, the expert feel that this function is one of the most
needed functions for KMSs. This function should be available as buttons or links

appeared at the end of the explicit knowledge. For example, one button is used to
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share explicit knowledge through email. Another button is used to share explicit
knowledge through instant messaging. Once users came across the explicit
knowledge that might interest other users, they can click the button to share this
explicit knowledge to other users. This function helps user to easily circulate explicit
knowledge.

4) Chat. This function allows users to communicate with each other
in individual chat or chat groups. Chat function should be a stand-alone function that
separates from Social Networks function. From the interview result of the current
practice of KMSs, organizations experienced the problem that employees rarely
contribute to express opinion. This function would encourage employees to express
more opinion because employees are uncomfortable to express opinion publicly
through face to face communication. Employees tend to participate more on online
environment especially chat application. Also, it was discovered that chat application
is very popular among most organizations as a mean to exchange knowledge between
people and groups of people.

5) Chat Bot. This function allows users to ask the questions and
receive the answers provided by automatic systems. From the interview result of the
current practice of KMSs, the organization experienced the problem that the data are
not centrally stored. Users need to find information from many sources. This
function assist users to locate sources of information and present related information
to users. It can also save time for users to search for information from many sources
by themselves. Users ask questions by typing the questions into the chat bot’s
message box and receive the answers from the chat bot. Chat bots can also direct
users to the desired knowledge by providing the link to that knowledge. Chat bots
help users to save time while searching for information. Artificial Intelligence (Al) is
used to simulate a chat bot’s behavior.

6) Al-based Workflow Automation. This function enables users to
automate repetitive tasks by using artificial intelligence. From the interview result of
the current practice of KMSs, the organization experienced the problem that ERP is
not user friendly because the systems require users to perform many steps. This
function assists users to automatically perform many steps and tasks including the

repetitive tasks. Therefore, users’ workload can be reduced. Users can allocate more
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time to other areas that require higher-level judgment. Organizations need to identify
structured and repetitive or time-consuming tasks and then use Al to automate those
tasks. Examples of time-consuming tasks are payment transaction testing including
data extraction for further testing or any other repetitive administrative tasks. This
function can parse various information, make decisions, and act on it faster than users.

7) Upload. This function enables users to upload explicit knowledge
assets to knowledge repository. From the interview result of the current practice of
KMSs, many tools and systems were used in organizations primarily to store and
manage explicit knowledge. This means that organizations value the importance of
explicit knowledge. This function supports the management of explicit knowledge
repository and refinement. Users who are the owner of explicit knowledge assets can
upload explicit knowledge assets to knowledge repository. Once these explicit
knowledge assets are uploaded into knowledge repository, they can be combined with
the existing explicit knowledge to become new explicit knowledge. Then, these
explicit knowledge assets in knowledge repository can be accessed by users with
authorization for future use.

8) Modify. This function allows users to modify explicit knowledge
assets online without having to download them locally. From the interview result of
the current practice of KMSs, many tools and systems were used in organizations
primarily to store and manage explicit knowledge. This means that organizations
value the importance of explicit knowledge. This function supports the management
of explicit knowledge repository and refinement. While browsing and viewing
explicit knowledge assets online, users can modify and save changes to explicit
knowledge assets onscreen. Users do not need to download the explicit knowledge
assets to their computers.

9) Convert. This function allows users to convert explicit knowledge
assets in hard copied forms to digital forms. From the interview result of the current
practice of KMSs, many tools and systems were used in organizations primarily to
store and manage explicit knowledge. This means that organizations value the
importance of explicit knowledge. This function supports the management of explicit
knowledge repository and refinement. Also, the expert feel that this function is one of

the most needed functions for KMSs. Sometimes, explicit knowledge assets of the
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organization are still in paper-based form such as customer application forms, supplier
contracts, and legal documents. These assets should be converted into digital forms
using scanners and stored in knowledge repositories. This function should be
available as a button or a menu in KMSs so that users can click the button or select
the menu to convert the explicit knowledge assets from hard copied forms to digital
forms. Once users click the button or select the menu, the systems will trigger
scanners to scan the paper-based documents. Then, users need to select the location
where they want to keep the explicit knowledge assets.

10) Report. This function allows users to report the mistake of the
explicit knowledge assets to administrator to reduce knowledge error. From the
interview result of the current practice of KMSs, many tools and systems were used in
organizations primarily to store and manage explicit knowledge. This means that
organizations value the importance of explicit knowledge. This function supports the
management of explicit knowledge repository and refinement. This function should
be available as a button or a menu for each explicit knowledge asset. Once users
came across the explicit knowledge assets which are incorrect, they can click the
button or select the menu to report the mistake of the explicit knowledge assets to the
administrator. Users can also add the comments while they are reporting the explicit
knowledge asset.

11) Approve. This function allows authorized users to approve the
explicit knowledge assets during the approval process. From the interview result of
the current practice of KMSs, many tools and systems were used in organizations
primarily to store and manage explicit knowledge. This means that organizations
value the importance of explicit knowledge. This function supports the management
of explicit knowledge repository and refinement. Usually, the explicit knowledge is
available in KMSs automatically after the owner uploaded it. However, for the
explicit knowledge which need approval, the systems will notify the users who are
authorized as approvers via email to approve the explicit knowledge. Then, approvers
can click the link from email to view the explicit knowledge and can click the button
or select the menu to approve the explicit knowledge submitted to them. Approvers

need to approve the explicit knowledge within the time frame, otherwise they cannot
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approve it anymore. The systems will notify the owner for the status of the approval
process.

12) Tracking. This function enables users to track the explicit
knowledge asset status during the approval process. From the interview result of the
current practice of KMSs, many tools and systems were used in organizations
primarily to store and manage explicit knowledge. This means that organizations
value the importance of explicit knowledge. This function supports the management
of explicit knowledge repository and refinement. Also, the expert feel that this
function is one of the most needed functions for KMSs. This function should be
available as a menu in the systems for users to check the status of the explicit
knowledge, which enter the approval process. Only users who are the owner of the
explicit knowledge and users who are authorized as approvers of the explicit
knowledge can check the status of the explicit knowledge.

13) Text Analytics. This function enables users to recognize and
identify relevant items of information hidden in text. From the interview result of the
current practice of KMSs, existing KMSs have not focused on analysis of
unstructured data so far. This function assist organizations to discover hidden
knowledge and generate new knowledge from vast amounts of structured and
unstructured data. This function should be able to identify and analyze sentiments,
people, places, and other information from websites, internal files, reports, surveys,
emails, news, and social media. Organizations can purchase Text Analytics software
and integrate into existing KMSs to become the function in KMSs.

14) Speech Analytics. This function enables users to record customer
calls and analyze them to find useful information. From the interview result of the
current practice of KMSs, existing KMSs have not focused on analysis of
unstructured data so far. This function assist organizations to classify calls and
improve customer service agent performance. This function assist organizations to
get insights from verbal conversation and to understand the context and the sentiment
of the customers during the customer interaction. This function applies linguistic and
semantic analysis to verbal conversations. This function should understand the topics

discussed, their context, and the sentiment of the speakers during the interaction.
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Organizations can purchase Speech Analytics software and integrate into existing
KMSs to become the function in KMSs.

15) Personal Customization.  This function allows users to
customize their own portals to suit their needs. From the interview result of the
current practice of KMSs, one organization allows users to customize their own
portals. The expert of that organization feel that this is one of the reasons users
regularly utilize the company portals. This function allows users to combine existing
explicit knowledge during customization. Users can rearrange the knowledge items
appeared in their own portals, or even hide some items that are not relevance. Once
users login to their own portals, they can see only knowledge items which they are
interested in. Users would have better attitudes towards personalized portals than
non-customized portals.

In summary, new KMSs’ functionalities and description are presented
in Table 4.2.

Table 4.2 New KMSs’ Functionalities and Description

No. New KMSs Description

Functionalities

1 Online Training This function allows users to attend online training

classes and access all materials related to the registered

classes.

2  Online Meeting This function allows users to set up virtual face-to-face
meetings.

3  Share This function allows users to share the explicit

knowledge via various channels such as email, instant
messaging, social networks, and QR code link.

4  Chat This function allows users to communicate with each
other in individual chat or chat groups.

5 Chat Bot This function allows users to ask the questions and
receive the answers provided by automatic systems.

6 Al-based This function enables users to automate repetitive tasks
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No. New KMSs Description
Functionalities
Workflow by using artificial intelligence.
Automation

7 Upload This function enables users to upload explicit
knowledge assets to knowledge repository.

8 Modify This function allows users to modify explicit
knowledge assets online without having to download
them locally.

9 Convert This function allows users to convert explicit
knowledge assets in hard copied forms to digital forms.

10 Report This function allows users to report the mistake of the
explicit knowledge assets to administrator to reduce
knowledge error.

11 Approve This function allows authorized users to approve the
explicit knowledge assets during the approval process.

12  Tracking This function enables users to track the explicit
knowledge asset status during the approval process.

13 Text Analytics This function enables users to recognize and identify
relevant items of information hidden in text.

14  Speech Analytics  This function enables users to record customer calls
and analyze them to find useful information.

15 Personal This function allows users to customize their own

Customization

portals to suit their needs.

This proposed idea of closing gaps for KMSs’ functionalities were verified by

the experts. The detail of verification and the benefits of this proposed idea were

discussed in the next chapter.



CHAPTER 5

CLOSING THE GAPS OF CURRENT KMSs

5.1 Verification

5.1.1 Research Methodology

The proposed idea of closing gaps for KMSs’ functionalities were verified
using the structured interview approach. A homogeneous purposive sampling
technique (Etikan et al., 2016) were used. Therefore, the researcher interviewed the
same KM experts which were previously interviewed for current practice of KMSs in
Chapter 3. From six organizations, KM experts, who have been working in KM area
for more than five years, were interviewed. Those experts have strong background
knowledge of KM and have experiences with KM tools and systems. The interview
questions were developed primarily based on the proposed idea of closing gaps for
KMSs’ functionalities. The questions aimed to verify the agreement of the proposed
idea of closing gaps for KMSs’ functionalities and to collect any insight suggestion
from the KM experts. The set of questions were revised two times before actual
interview by Information Systems professors and practitioners. The first revision is
done by adding one more question to ask for any comments or suggestions from the
interviewees. The second revision is done by modifying question 1 and 2 to ask for
reasons if the interviewees did not agree with any existing function enhancement or
new proposed functions. All three versions of interview questions are included in
Appendix D.

All interview questions were piloted with three information systems
practitioners to refine the interview questions. The problem found during pilot
interview was that the interviewees from different industries may have different
perspectives on the function description. To solve this problem, the interviewer
needed to explain and ensure that the interviewees have the same understanding.

Then, all interview questions were rehearsed with three information systems
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practitioners. The problem found during the rehearsal was that the interviewer spends
long time explaining the function description at the beginning of the interview. To
solve this problem, the interviewer needed to submit the documents describing the
function description to the interviewees before the actual interview. Then, during the
actual interview, the interviewer only needed to briefly explain the function
description. Moreover, the rehearsal allows the interviewer to practice the
interviewing style and become more comfortable with the interview questions and
process. The final version of interview questions which is used in the actual interview
is listed and described below.
5.1.1.1 Interview Questions
1) Do you agree with the existing KMSs functionalities

enhancement? If not, please specify the reason.

Table 5.1 Agreement on Existing KMSs Functionalities Enhancement

KMSs Functionalities Agree Not Agree

Enhance Deposit Function
Enhance Search Function

Enhance Social Networks Function

2) Do you agree with the list of new KMSs functionalities?

If not, please specify the reason.

Table 5.2 Agreement on New KMSs Functionalities

No. New KMSs Functionalities Agree Not Agree

Online Training

Online Meeting

Share

Chat

Chat Bot

Al-based Workflow Automation

o o1 A WO DN P
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No. New KMSs Functionalities Agree Not Agree
7  Upload

8 Modify

9 Convert

10 Report

11  Approve

12 Tracking

13 Text Analytics
14  Speech Analytics
15 Personal Customization

3) Do you have any comments or suggestions apart from what
has been proposed?

5.1.1.2 Interview Questions Clarification

Each interview questions are clarified in detail in this section.

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

This question intends to ask if the interviewee agrees with the
proposed enhancement of the existing KMSs functionalities. The interviewee is
expected to provide the reason for disagreement as well.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

This question intends to ask if the interviewee agrees with the
proposed list of new KMSs functionalities. The interviewee is expected to provide
the reason for disagreement as well.

Question 3: Do you have any comments or suggestions?

This question intends to collect any insight suggestion from the
interviewee. The expected answer would be any new suggested functions or concerns
regarding the proposed systems enhancement.

The research used the methods of verifying the data which were note-taking
and voice recording to obtain the correct data. This can verify whether the data that

the researcher received were correct or not. The research used the content analysis
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with investigator triangulation method (Archibald, 2016; Carter et al., 2014) to
analyze the answer in order to reduce the bias from researchers. The interview scripts
from each organization is included in Appendix E. After each interview, the
interview scripts were sent to three other researchers for analyzing the answer for
each question independently. These three researchers were gathered in the face-to-
face environment, then the answers from each researcher were collected and discussed
together to conclude the answer. Two of the researchers had working experiences in
the field of KM and System Analysis, while another researcher earned a degree in
Information Systems Management. The qualification of these three researchers is
summarized in Appendix C.

The following sections cover six case studies:

Organization A —a commercial bank

Organization B — a software and services company

Organization C — an oil and gas company

Organization D — a telecommunication company

Organization E — a commercial bank

Organization F — a telecommunication company

Each case reported the organizations’ agreement on proposed enhancement of
the existing KMSs’ functionalities and new proposed KMSs’ functionalities, as well

as any recommendations or concerns from the organizations.

5.1.2 Organization A

5.1.2.1 Summary of Interview Scripts

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

Answer: The organization agreed with all existing KMSs
functionalities enhancement. The expert also suggested that Search function should
be enhanced to include full-text search and intent search.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities

except Online Training. The expert feel that Online Training function seems too
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serious. Moreover, the expert suggested to change the name of Online Meeting
function to Virtual Meetup.
Question 3: Do you have any comments or suggestions?
Answer: The expert recommended the new function which can send
notification through email when new interested knowledge assets are available.
5.1.2.2 Agreements and Suggestions on The Proposed Idea
Regarding the proposed enhancement of the existing KMSs’
functionalities, organization A agreed with all of the existing KMSs’ functionalities
enhancements which are
1) Enhancing Deposit function
2) Enhancing Search function
3) Enhancing Social Networks function
The expert also suggested that Search function should be enhanced to
include full-text search and intent search.
Regarding new proposed KMSs’ functionalities, organization A agreed
with most of the new KMSs’ functionalities which are
1) Online Meeting
2) Share
3) Chat
4) Chat Bot
5) Al-based Workflow Automation
6) Upload
7) Modify
8) Convert
9) Report
10) Approve
11) Tracking
12) Text Analytics
13) Speech Analytics
14) Personal Customization
The expert did not agree with Online Training function. The expert

feel that Online Training function seems too serious. Also, regarding Online Meeting
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function, the expert suggested to change the name of Online Meeting function to
Virtual Meetup function. Moreover, the expert also recommended the new function
which can send notification through email when new interested knowledge assets are

available.

5.1.3 Organization B

5.1.3.1 Summary of Interview Scripts

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

Answer: The organization agreed with all existing KMSs
functionalities enhancement.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities.

Question 3: Do you have any comments or suggestions?

Answer: The experts commented that some new functions such as Al-
based Workflow Automation, Text Analytics, and Speech Analytics are interesting
and modern. However, they have some concerns that these functions may take long
time to develop. They need to consider whether it will bring many benefits compared
to the development time.

Agreements and Suggestions on The Proposed Idea

Regarding the proposed enhancement of the existing KMSs’
functionalities, organization B agreed with all of the existing KMSs’ functionalities
enhancements which are

1) Enhancing Deposit function
2) Enhancing Search function
3) Enhancing Social Networks function

Regarding new proposed KMSs’ functionalities, organization B agreed

with all new KMSs’ functionalities which are
1) Online Training
2) Online Meeting
3) Share
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4) Chat

5) Chat Bot

6) Al-based Workflow Automation

7) Upload

8) Modify

9) Convert

10) Report

11) Approve

12) Tracking

13) Text Analytics

14) Speech Analytics

15) Personal Customization

Moreover, the expert provided some comments that some new

functions such as Al-based Workflow Automation, Text Analytics, and Speech
Analytics are interesting and modern. However, the expert had some concerns that
these functions may take long time to develop. The organization need to consider

whether these functions will bring many benefits compared to the development time.

5.1.4 Organization C
5.1.4.1 Summary of Interview Scripts

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

Answer: The organization agreed with all existing KMSs
functionalities enhancement.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities
except Online Training, Online Meeting, and Chat functions. The expert claimed that
Online Training and Online Meeting function should not be included in the
functionalities of KMSs as they indirectly support KM activities. The expert also
commented that Chat function does not fit with Thai culture because Thai people use

Chat application for personal issue not work-related issue.
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Question 3: Do you have any comments or suggestions?
Answer: The expert recommended a new function, Big Data Linkage
because it will help management to make better and faster decision.
5.1.4.2 Agreements and Suggestions on The Proposed Idea
Regarding the proposed enhancement of the existing KMSs’
functionalities, organization C agreed with all of the existing KMSs’ functionalities
enhancements which are
1) Enhancing Deposit function
2) Enhancing Search function
3) Enhancing Social Networks function
Regarding new proposed KMSs’ functionalities, organization C agreed
with most of the new KMSs’ functionalities which are
1) Share
2) Chat Bot
3) Al-based Workflow Automation
4) Upload
5) Modify
6) Convert
7) Report
8) Approve
9) Tracking
10) Text Analytics
11) Speech Analytics
12) Personal Customization
Organization C did not agree with Online Training, Online Meeting,
and Chat functions. The expert claimed that Online Training and Online Meeting
function should not be included in the functionalities of KMSs as they indirectly
support KM activities. The expert also commented that Chat function does not fit
with Thai culture because Thai people use Chat application for personal issue not
work-related issue. Moreover, the expert recommended the new function, Big Data

Linkage which could help management to make better and faster decision.
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5.1.5 Organization D

5.1.5.1 Summary of Interview Scripts

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

Answer: The organization agreed with all existing KMSs
functionalities enhancement. The experts suggested that Social Networks function
should be enhanced to include the preference settings to allow users to set up the
preference for favorite contents. This function should also be able to notify users
when the favorite contents are available.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities.

Question 3: Do you have any comments or suggestions?

Answer: The experts suggested that KMSs should not have too many
functions as users may lose focus on core functions of KMSs. For example, KMSs
have plug in for meeting room reservation. Users access KMSs more frequently
because they need to reserve meeting rooms. Users may forget core functionalities of
KMSs. Moreover, the experts recommended the new function, Gamification which
can encourage users to input knowledge and use the systems with fun. Gamification
function should also include collecting points, collecting badges, and redeeming
rewards.

5.1.5.2 Agreements and Suggestions on The Proposed ldea

Regarding the proposed enhancement of the existing KMSs’
functionalities, organization D agreed with all of the existing KMSs’ functionalities
enhancements which are

1) Enhancing Deposit function
2) Enhancing Search function
3) Enhancing Social Networks function

The expert also suggested that Social Networks function should be
enhanced to include the preference settings to allow users to set up the preference for
favorite contents. This function should also be able to notify users when the favorite

contents are available.
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Regarding new proposed KMSs’ functionalities, organization D agreed

with all new KMSs’ functionalities which are

1) Online Training

2) Online Meeting

3) Share

4) Chat

5) Chat Bot

6) Al-based Workflow Automation

7) Upload

8) Modify

9) Convert

10) Report

11) Approve

12) Tracking

13) Text Analytics

14) Speech Analytics

15) Personal Customization

The experts also suggested that KMSs should not have too many

functions as users may lose focus on core functions of KMSs. For example, KMSs
have plug in for meeting room reservation. Users access KMSs more frequently
because they need to reserve meeting rooms. Users may forget core functionalities of
KMSs. Moreover, the experts recommended the new function, Gamification which
can encourage users to input knowledge and use the systems with fun. Gamification
function should also include collecting points, collecting badges, and redeeming

rewards.

5.1.6 Organization E
5.1.6.1 Summary of Interview Scripts
Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.
Answer: The organization agreed with all existing KMSs

functionalities enhancement. The expert suggested that Deposit function should be
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enhanced to be able to collect and maintain external information from various sources
necessary for work.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities.

Question 3: Do you have any comments or suggestions?

Answer: The expert suggested that Speech Analytics function is only
suitable for some units such as call centers. Nevertheless, it is good to have this
function.

5.1.6.2 Agreements and Suggestions on The Proposed Idea

Regarding the proposed enhancement of the existing KMSs’
functionalities, organization E agreed with all of the existing KMSs’ functionalities
enhancements which are

1) Enhancing Deposit function
2) Enhancing Search function
3) Enhancing Social Networks function

The expert also suggested that Deposit function should be enhanced to
be able to collect and maintain external information from various sources necessary
for work.

Regarding new proposed KMSs’ functionalities, organization E agreed
with all new KMSs’ functionalities which are

1) Online Training
2) Online Meeting
3) Share

4) Chat

5) Chat Bot

6) Al-based Workflow Automation
7) Upload

8) Modify

9) Convert

10) Report

11) Approve
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12) Tracking
13) Text Analytics
14) Speech Analytics
15) Personal Customization
The expert also suggested that Speech Analytics function is only
suitable for some units such as call centers. Nevertheless, it is good to have this

function.

5.1.7 Organization F

5.1.7.1 Summary of Interview Scripts

Question 1: Do you agree with the existing KMSs functionalities
enhancement? If not, please specify the reason.

Answer: The organization agreed with all existing KMSs
functionalities enhancement.

Question 2: Do you agree with the list of new KMSs functionalities? If
not, please specify the reason.

Answer: The organization agreed with all new KMSs functionalities.

Question 3: Do you have any comments or suggestions?

Answer: The expert commented that Chat Bot is a modern function.
However, there should be enough data and Chat Bot should be smart enough to
respond to users’ questions quickly. Otherwise, it will cause bad experiences for
users. The expert also suggested that current technologies for Speech analysis still
have some limitations especially Thai language, accent, and accuracy. The
organization need to consider these issues and select the technologies which produce
results with high level of accuracy and efficiency.

5.1.7.2 Agreements and Suggestions on The Proposed ldea

Regarding the proposed enhancement of the existing KMSs’
functionalities, organization F agreed with all of the existing KMSs’ functionalities
enhancements which are

1) Enhancing Deposit function
2) Enhancing Search function

3) Enhancing Social Networks function
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Regarding new proposed KMSs’ functionalities, organization F agreed

with all new KMSs’ functionalities which are

1) Online Training

2) Online Meeting

3) Share

4) Chat

5) Chat Bot

6) Al-based Workflow Automation

7) Upload

8) Modify

9) Convert

10) Report

11) Approve

12) Tracking

13) Text Analytics

14) Speech Analytics

15) Personal Customization

The expert also commented that Chat Bot is a modern function.

However, there should be enough data and Chat Bot should be smart enough to
respond to users’ questions quickly. Otherwise, it will cause bad experiences for
users. Moreover, the expert suggested that current technologies for Speech analysis
still have some limitations especially Thai language, accent, and accuracy. The
organization need to consider these issues and select the technologies which produce

results with high level of accuracy and efficiency.

5.1.8 Summary of Research Results

In terms of the proposed enhancement of the existing KMSs: functionalities;

enhancing Deposit, Search, and Social Networks functions, all KM experts from all

organizations agreed with the proposed enhancement. In terms of the new proposed
KMSs- functionalities, most organizations KM experts agreed with all new proposed

KMSs- functionalities. Only a few organizations disagreed with a few functions. The
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organizations: agreement on proposed KMSs: functionalities were summarized and

presented in Table 5.3.

Table 5.3 Agreement on Proposed KMSs' Functionalities

No.

KMSs

Functionalities

A

Existing KMSs Functionalities

1

Enhance
Deposit

Function

Enhance Search

Function

Enhance Social

Networks

Function

/

/

/

New Proposed KMSs Functionalities

© 00 N o o1 b

10
11
12
13
14

Online Training

Online Meeting

Share
Chat

Chat Bot
Al-based
Workflow

Automation
Upload

Modify
Convert
Report

Approve

/

/

/

/




149

No. KMSs A B C D E F
Functionalities
15 Tracking / / / / / /
16 Text Analytics / / / / / /
17 Speech / / / / / /
Analytics
18 Personal / / / / / /

Customization

In summary, the enhancement of Deposit functions should include collecting
and maintaining external information from various necessary sources. For example,
the organization may need some external information from outside to update internal
information. It will be beneficial to the organization if the desired external
information can be collected and maintained in KMSs. The enhancement of Search
function should include full-text search and intent search. The enhancement of Social
Networks function should include the preference settings to allow users to set up the
preference for favorite contents and receive the notification when there are favorite
contents. Additionally, the development of some new proposed functions should
consider these issues. Chat Bot function should have enough data and should be able
to respond to users’ questions quickly. Otherwise, it will cause bad experiences for
users. Speech Analytics function should select the technologies which produce results
with high level of accuracy and efficiency, especially for Thai language. Finally, Al-
based Workflow Automation, Text Analytics, and Speech Analytics may require a lot
of development time which organizations need to weigh against the benefits they will
acquire from these functions.

Apart from the new proposed KMSs’ functionalities, the KM expert from
Organization A recommended the new function which is Notification. The KM
expert from Organization D recommended the new function which is Gamification.

1) Notification. This function automatically sends the notification to
users via email when the explicit knowledge assets relevant to their interest are

available. Mostly, the information in KMSs come from different sources. This
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function can help keep users up to date with relevant information (Boella, di Caro,
Humphreys, & Robaldo, 2012). This function supports the circulation of explicit
knowledge assets; therefore, it supports knowledge sharing process, especially
explicit knowledge sharing.

2) Gamification. This function allows users to collect points from
using the systems and redeem rewards. This function supports new explicit knowledge
creation; therefore, it supports knowledge discovery process. This function also
supports tacit and explicit knowledge sharing; therefore, it supports knowledge
sharing process. Gamification is a strategy or a process to use game design elements
in non-game contexts such as business applications (Elm, Kappen, Tondello, &
Nacke, 2016). The gamification can be used to improve organizational processes as it
increases motivation, loyalty, participation and commitment of the members of an
organization (Jurado, Fernandez, & Collazos, 2015). The gamification, which uses
points, badges, and leaderboards, is useful to motivate users to create, contribute,
collaborate, and refine knowledge. Moreover, gamification can be used to create
social connectivity hence encourage knowledge sharing and improve learning (EIm et
al., 2016; Shpakova, Dorfler, & MacBryde, 2017).

From the verification result, the list of new proposed KMSs’ functionalities
were revised by adding two new functions, which are Notification and Gamification

as presented in Table 5.4.

Table 5.4 New Revised KMSs' Functionalities and Description

No. New KMSs Description

Functionalities

1 Online Training This function allows users to attend online training
classes and access all materials related to the registered

classes.
2 Online Meeting This function allows users to set up virtual face-to-face

meetings.



No. New KMSs Description
Functionalities

3 Share This function allows users to share the explicit
knowledge via various channels such as email, instant
messaging, social networks, and QR code link.

4 Chat This function allows users to communicate with each
other in individual chat or chat groups.

5 Chat Bot This function allows users to ask the questions and
receive the answers provided by automatic systems.

6 Al-based This function enables users to automate repetitive tasks

Workflow by using artificial intelligence.
Automation

7 Upload This function enables users to upload explicit
knowledge assets to knowledge repository.

8 Modify This function allows users to modify explicit
knowledge assets online without having to download
them locally.

9 Convert This function allows users to convert explicit
knowledge assets in hard copied forms to digital forms.

10  Report This function allows users to report the mistake of the
explicit knowledge assets to administrator to reduce
knowledge error.

11  Approve This function allows authorized users to approve the
explicit knowledge assets during the approval process.

12 Tracking This function enables users to track the explicit
knowledge asset status during the approval process.

13 Text Analytics This function enables users to recognize and identify
relevant items of information hidden in text.

14 Speech Analytics  This function enables users to record customer calls
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No. New KMSs Description

Functionalities

and analyze them to find useful information.

15  Personal This function allows users to customize their own
Customization portals to suit their needs.
16  Notification This function automatically sends the notification to

users via email when the explicit knowledge assets

relevant to their interest are available.

17  Gamification This function allows users to collect points from using

the systems and redeem rewards.

5.2 Benefits

This section discussed the benefits of proposed KMSs’ functionalities in
detail. The proposed KMSs’ functionalities benefits people, work processes,
products, and overall performance in the organization. Social Networks function
enhancement and new proposed functions like Online Meeting, Share, and Chat
function promote employee learning. Social Networks, Online Meeting, and Chat
functions support tacit knowledge sharing through socialization and communities of
practice while Share function supports explicit knowledge sharing through the
exchange of explicit knowledge assets. Learning is the acquisition and application of
new knowledge which can be achieved through knowledge sharing (Sita Nirmala
Kumaraswamy & Chitale, 2012). Developing individual and team competency
through collaboration is the key to effective knowledge sharing (Sita Nirmala
Kumaraswamy & Chitale, 2012). Collaborative knowledge sharing can be supported
by various collaborative technologies which can enhance collaboration and facilitate
group decisions in task accomplishment, regardless of time and distance barriers
(Migdadi et al., 2012; Sita Nirmala Kumaraswamy & Chitale, 2012).

Online Training function facilitate employee learning as this function supports
tacit knowledge sharing through socialization and communities of practice. With this

function, employees can learn new things and can convert explicit knowledge into
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tacit form; therefore, this function also supports knowledge capture process. This
function enables employees to have the flexibility to choose their preferable time and
location. According to the recent study, Thai employees are self-disciplined and have
positive attitude towards learning by themselves (Malison & Thammakoranonta,
2018). The use of computers for learning activities can helps learners to have more
decision-making, problem solving, data-processing and communication capabilities
skills (Malison & Thammakoranonta, 2018). This would also increase employee’s
motivation and positive attitude towards learning in the organization.

Search and Deposit functions enhancement and new proposed function like
Chat Bot and Al-based Workflow Automation enable work efficiency and
effectiveness. Enhancing search function to be capable of retrieving various types of
knowledge assets across different systems in the organization and understanding
users’ context for query allows employees to work more efficiently. If employees can
find needed information, it will increase their satisfaction; hence, they will be more
efficient and productive (Stenmark, Gardelov, & Larsson, 2015). Thus, enhancing
search function can support knowledge discovery process by supporting the creation
of explicit knowledge.

Enhancing Deposit function, which refers to knowledge repositories
enhancement, enable work effectiveness in the organization. Knowledge repositories
are essential tools of effective and efficient implementation of KMSs in the
organization (Litvaj & Stancekova, 2015). Knowledge repositories allow explicit
knowledge to be effectively stored, organized, accessed, and reused (Litvaj &
Stancekova, 2015). Knowledge reuse via the repository enhances work performance
as it provides better knowledge, reduces response time, and reduces time needed for
new employee training (Kankanhalli, Lee, & Lim, 2011). Therefore, enhancing
Deposit function can support knowledge discovery and sharing processes by
supporting the creation of new explicit knowledge and the sharing of explicit
knowledge respectively.

Chat Bot function assists users to gain information through reliable resources
and save time to search the best content (Kumar et al., 2017). Al-based workflow
automation function reduces repetitive works for time and cost saving. Automation of

routine knowledge work using Al algorithms can parse various information, make
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decisions, and act on it faster than any other human (Naik & Bhide, 2014). Al can
also be used to do document review and extract the relevant terms from documents
such as contracts, leases, employment agreements, invoices, and other legal
documents (Kokina & Davenport, 2017). Also, Al can improve its ability to extract
important and relevant information over time by learning from human interaction
(Kokina & Davenport, 2017). This implies that the organization does not need to
invest in many labors to do a preliminary review of various documents.
Consequently, Chat Bot and Al-based workflow automation functions facilitate
knowledge application process by supporting the utilization of knowledge embedded
in procedures and rules.

Upload, Modify, Convert, Report, Approve, and Tracking functions support
the organization and refinement of explicit knowledge. Although, tacit knowledge
significantly affects the organization’s core competencies, tacit knowledge should be
converted into explicit knowledge (Rumanti, Ari Samadhi, & Wiratmadja, 2016).
Since, explicit knowledge can be codified, documented, and transmitted
systematically to other people more easily (Duarte Alonso, 2017; Rumanti et al.,
2016). Moreover, these functions empower users to perform as many KM life cycle
activities as possible. KM life cycle activities include acquiring, organizing, storing,
accessing, sharing, applying, and creating knowledge (Krishnaveni & Raja, 2009). As
the KM life cycle activities have a positive impact on the knowledge benefits of the
organizations, the organization must perform enough steps on the KM life cycle
activities to remain competitive (Krishnaveni & Raja, 2009). These six functions
support knowledge discovery process by supporting the creation of new explicit
knowledge.  Modify, Report, Approve, and Tracking functions also support
knowledge sharing process by supporting explicit knowledge sharing.

Text Analytics function enables the organization to discover new insights from
large amount of textual data. Text analytics convert text into data to support well-
informed product development decisions such as driving decision making in new
product development and improving critical product development decisions
(Markham et al., 2015). Text analytics can also be used to address many business
questions, find new markets, find new customers, identify new suppliers, collect

competitor intelligence, map market reaction to business events, and highlight new
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trends in the industry (Markham et al.,, 2015). For example, Text Analytics
techniques are used at Netflix to analyze feedback and comments posted by its
members from various online sources, including social media networks (Ittoo,
Nguyen, & van den Bosch, 2016). Netflix can use the information on members’
preferences in recommendation systems to provide more personalized contents. This
allows Netflix to deliver better and enriched contents and enhance the members’
overall experiences. Thus, Text Analytics function can support knowledge discovery
process by supporting the creation of new explicit knowledge.

Speech Analytics function enables the organization to discover new insights
from large amount of voice data. With this function, the organization are able to
achieve sales and marketing goals such as finding new product/service ideas,
identifying up-sell/cross-sell opportunities, recognizing at-risk customers, and
detecting issues in a marketing campaign (Fluss, 2010). Moreover, Speech Analytics
can be used to increase customer retention, increase revenue, improve the customer
experience, improve marketing program, and improve customer service quality (Fluss,
2010; Scheidt & Chung, 2019). Thus, Speech Analytics function can support
knowledge discovery process by supporting the creation of new explicit knowledge.

Personal Customization function can increase user flexibility and engagement
with the systems. Users have the flexibility to customize their own portals by
rearranging the knowledge items. Thus, this function supports knowledge discovery
process by supporting the creation of new explicit knowledge. In general, higher
levels of customization lead to more positive attitudes toward the portal
(Kalyanaraman & Sundar, 2006). Customized contents are more likely to increase the
level of involvement of individuals as the contents include their personal interests
(Kalyanaraman & Sundar, 2006). Also, customized websites offer better customer
service and thus increase customer satisfaction and loyalty (Sharma & Halvadia,
2015). According to the study on service quality of internet banking portal in India,
personalization/customization has significant impact on overall internet banking
portal service quality (Sharma & Halvadia, 2015). This indicates that personalization
/customization is one of the important dimensions for measuring or predicting internet
banking portal service quality. If user engagement increases, users are more likely to

get involved in socialization activities.
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Notification function helps keep users up to date without being blasted by
irrelevant information (Boella et al., 2012) as the information in KMSs come from
different sources. Since, this function automatically sends the notification to users via
email when the explicit knowledge assets relevant to their interest are available, it can
be implied that this function can be used for knowledge and information exchange.
Thus, Notification function can support knowledge sharing process by supporting the
sharing of explicit knowledge.

Gamification function can improve organizational processes as it increases
motivation, loyalty, participation and commitment of the members of an organization
(Jurado et al., 2015). The gamification, which uses points, badges, and leaderboards,
is useful to motivate users to create, contribute, collaborate, and refine knowledge.
Moreover, gamification can be used to create social connectivity hence encourage
knowledge sharing and improve learning (EIm et al., 2016; Shpakova et al., 2017).
Therefore, Gamification function can facilitate knowledge discovery process by
supporting the creation of new explicit knowledge. This function can also support
knowledge sharing process by supporting the sharing of both tacit and explicit
knowledge.

Existing and new KMSs’ functionalities, benefits of proposed KMSs’
functionalities, and KM processes (Becerra-Fernandez & Sabherwal, 2015) that these

functions support are summarized in Table 5.5.
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process
Facilitation  Facilitation
Existing KMSs' Functionalities
1  Deposit* Enable work efficiency Combination Knowledge
and effectiveness Discovery
Exchange Knowledge
Sharing
2  Search* Enable work efficiency Combination Knowledge
and effectiveness Discovery
3 Browse Support the retrieval of Combination Knowledge
explicit knowledge Discovery
4  View Support the retrieval of Combination Knowledge
explicit knowledge Discovery
5 Download Support the retrieval of Combination Knowledge
explicit knowledge Discovery
Exchange Knowledge
Sharing
6 Rate/Comment Support the Combination Knowledge
organization and Discovery
refinement of explicit Exchange Knowledge
knowledge Sharing
7  Knowledge Filter  Support the Combination Knowledge
organization and Discovery
refinement of explicit
knowledge
8  Automatic Support the retrieval of Combination Knowledge
Recommendations explicit knowledge Discovery
9 Bookmark Support the retrieval of Combination Knowledge
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process
Facilitation  Facilitation

explicit knowledge Discovery
10  Mash-ups Support the retrieval of Combination Knowledge
explicit knowledge Discovery
11  Annotate Support the retrieval of Combination Knowledge
explicit knowledge Discovery
Exchange Knowledge

Sharing
12 View Annotations Support the retrieval of Combination Knowledge
explicit knowledge Discovery
Exchange Knowledge

Sharing
13  Social Tagging Support the retrieval of Combination Knowledge
explicit knowledge Discovery
Exchange Knowledge

Sharing
14  Personal User Support the Combination Knowledge
Accounts organization of explicit Discovery

knowledge for the
particular individual

15 Forums Support idea exchange  Externalization Knowledge

Internalization  Capture
Socialization Knowledge

Discovery
Knowledge

Sharing
16 RSS Feeds Support the retrieval of Combination Knowledge
explicit knowledge Discovery
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process
Facilitation  Facilitation
Exchange Knowledge
Sharing
17 Wikis Support collaborative Externalization Knowledge
work Internalization  Capture
Socialization Knowledge
Discovery
Knowledge
Sharing
18 Blogs Support idea exchange  Externalization Knowledge
Internalization  Capture
Socialization Knowledge
Discovery
Knowledge
Sharing
19  Social Networks*  Support Employee Externalization Knowledge
Learning Internalization  Capture
Socialization Knowledge
Discovery
Knowledge
Sharing
New Proposed KMSs’ Functionalities
20  Online Training Support Employee Internalization = Knowledge
Learning Capture
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process
Facilitation  Facilitation
Socialization Knowledge
Discovery
Knowledge
Sharing
21  Online Meeting Support Employee Socialization Knowledge
Learning Discovery
Knowledge
Sharing
22  Share Support Employee Exchange Knowledge
Learning Sharing
23 Chat Support Employee Externalization Knowledge
Learning Capture
Socialization Knowledge
Discovery
Knowledge
Sharing
24  Chat Bot Enable work efficiency  Routines Knowledge
and effectiveness Application
25 Al-based Enable work efficiency  Routines Knowledge
Workflow and effectiveness Application
Automation
26  Upload Support the Combination Knowledge
organization and Discovery
refinement of explicit
knowledge
27  Modify Support the Combination Knowledge
organization and Discovery
refinement of explicit Exchange Knowledge
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process
Facilitation  Facilitation
knowledge Sharing
28 Convert Support the Combination Knowledge
organization and Discovery
refinement of explicit
knowledge
29 Report Support the Combination Knowledge
organization and Discovery
refinement of explicit Exchange Knowledge
knowledge Sharing
30 Approve Support the Combination Knowledge
organization and Discovery
refinement of explicit Exchange Knowledge
knowledge Sharing
31 Tracking Support the Combination Knowledge
organization and Discovery
refinement of explicit Exchange Knowledge
knowledge Sharing
32  Text Analytics Discover new insights ~ Combination Knowledge
Discovery
33 Speech Analytics  Discover new insights ~ Combination Knowledge
Discovery
34 Personal Increase user flexibility Combination Knowledge
Customization and engagement with Discovery
the systems
35 Notification Keep users up to date Exchange Knowledge
Sharing
36  Gamification Improve organizational Combination Knowledge

processes by increasing

Discovery
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No. KMSs' Benefits KM KM
Functionalities Subprocess Process

Facilitation Facilitation

motivation and Socialization Knowledge

participation Exchange Sharing

Note: *Enhancement propose

5.3 Conclusion of Closing the Gaps of Current KMSs

The following research question is answered:

Research question 3: By considering existing and new technologies, what are
the proposed list of KMSs’ functionalities that can solve current problems and better
facilitate overall KM processes?

The proposed list of KMSs’ functionalities consists of these functions;
Deposit, Search, Browse, View, Download, Rate/Comment, Knowledge Filter,
Automatic Recommendations, Bookmark, Mash-ups, Annotate, View Annotations,
Social Tagging, Personal User Accounts, Forums, RSS Feeds, Wikis, Blogs, Social
Networks, Online Training, Online Meeting, Share, Chat, Chat Bot, Al-based
Workflow Automation, Upload, Modify, Convert, Report, Approve, Tracking, Text
Analytics, Speech Analytics, Personal Customization, Notification, and Gamification.
This list would be able to solve current problems and better facilitate overall KM
processes.  Organizations can use this list as a guideline when developing or
enhancing the functionalities of KMSs. The proposed idea of closing the gaps of
current KMSs is also beneficial to the organization in various aspects as described
above. Once people, work processes, and products in the organization are
continuously improved, the overall organizational performance will be certainly

improved. Next chapter presented conclusion and recommendations for this research.



CHAPTER 6

CONCLUSION AND RECOMMENDATIONS

This chapter presents conclusion and recommendations for organizations and

recommendations for further research in the future.

6.1 Conclusion

The purpose of this research on “Supporting Knowledge Management
Processes by Enhancing Knowledge Management Systems Functionalities” is to
answer the following research questions:

1) What are KMSs or KM tools currently used by the organization to
support KM processes?

2) What are the current problems occurred from KMSs utilization?

3) By considering existing and new technologies, what are the
proposed list of KMSs’ functionalities that can solve current problems and better
facilitate overall KM processes?

The research methods used qualitative study (by structured interviews and a
literature review). To answer research question 1 and 2, this research began to collect
data regarding KMSs usage and current problems occurred from KMSs utilization
from the selected organizations. Homogeneous purposive sampling technique were
used to select organizations, which use KM tools or systems. The selected
organizations varied in sizes and were from various industries such as banking,
telecommunication, oil and gas, and internet software and services. The KM experts,
who have strong background knowledge about KM and have experiences with KM
tools and systems, were interviewed. The interview questions were developed
primarily based on KM processes from the literature review. The interview questions
were revised several times before actual interview by information systems professors

and practitioners. The set of interview questions was also piloted and rehearsed with
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three information systems practitioners for content validity, face validity, and
reliability. The research used the content analysis with investigator triangulation
method to analyze the answer in order to reduce the bias from researchers. After each
interview, the interview scripts were sent to three other researchers for analyzing the
answer for each question independently. Then, the answers from each researcher
were collected and discussed together to conclude the answer.

The research continued to answer research question 3 by proposing how to
close the gaps for more efficient KMSs. The research considered overall KM
processes and current practice from research results in Chapter 3. Gap analysis
between As-Is and To-Be KMSs’ functionalities was also examined. The research
then proposed to implement several new functionalities and enhance some existing
functionalities for KMSs.  This proposed idea of closing gaps for KMSs’
functionalities aimed to support knowledge management processes more effectively
and efficiently.

The proposed idea of closing gaps for KMSs’ functionalities were verified
using the structured interview approach. Homogeneous purposive sampling technique
were used so the same KM experts were interviewed. The interview questions were
developed based on the proposed idea of closing gaps for KMSs’ functionalities. The
interview questions were revised several times before actual interview by information
systems professors and practitioners. The set of interview questions was also piloted
and rehearsed with three information systems practitioners for content validity, face
validity, and reliability. The research used the content analysis with investigator
triangulation method to analyze the answer to reduce the bias from researchers. After
each interview, the interview scripts were sent to three other researchers for analyzing
the answer for each question independently. Then, the answers from each researcher
were collected and discussed together to conclude the answer. To achieve the purpose
of this research, the following research questions are answered:

1) What are KMSs or KM tools currently used by the organization to
support KM processes?

The research results addressed various types of KM tools and systems
currently used by selected organizations to support KM processes.  Most

organizations have been using SharePoint, but they did not perceive SharePoint as one
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of the successful tools for KM. They feel that SharePoint is difficult to use, and the
performance is quite slow. They use their own in-house development portals and KM
portal instead of SharePoint. Share drive is still used by most organizations and
sometimes used along with Google Drive to store and share explicit knowledge. Line
is increasingly used for personal collaboration due to its popularity in Thailand.
However, some organizations are concerned about information privacy when
employees used Line for work-related communication. Moreover, KMSs platform
has the potential to move from regular browser to mobile application, especially
organizations in the telecommunication industry. This may be the future trend of
KMSs as most employees are now using a smartphone.

2) What are the current problems occurred from KMSs utilization?

The research results also addressed the current problems occurred from
KMSs utilization in the selected organizations. The highest numbers of problems
(twelve items) occurred during the creation of new explicit knowledge (combination
subprocess) within knowledge discovery process. During combination subprocess,
there were also the highest number of common problems (four items), which are lack
of document content or image search, violate or no standard file naming convention,
lack of enterprise search, and not enough storage space. This implies that the
organizations still faced the challenges in dealing with explicit knowledge. Search
and Deposit functions still need to be improved. Another critical problem is that
people rarely contribute to express the opinion. This would prevent tacit knowledge
creation and sharing. The organizations need to encourage their employees in
knowledge contribution and gradually build up this organizational culture. The
problem with knowledge loss during or after learning is also critical. The
organizations should not focus only mass training, which is not applicable to the
individual works. On the other hand, there should be the specific training courses for
the targeted employees; thus, they can apply this knowledge to their works. It should
be noted that the organizations investigated in this research were from various
industries; it is possible that the results showed a smaller number of common

problems compared to the total number of identified problems.



166

3) By considering existing and new technologies, what are the
proposed list of KMSs’ functionalities that can solve current problems and better
facilitate overall KM processes?

The research results showed that all KM experts from all organizations
agreed with the proposed enhancement of the existing KMSs’ functionalities;
enhancing Deposit, Search, and Social Networks functions. Moreover, most KM
experts agreed with all new proposed KMSs’ functionalities, which are Online
Training, Online Meeting, Share, Chat, Chat Bot, Al-based Workflow Automation,
Upload, Modify, Convert, Report, Approve, Tracking, Text Analytics, Speech
Analytics, Personal Customization. The KM experts also recommended two new
functions which are Notification, and Gamification. Finally, the research also
discussed the benefits of proposed KMSs’ functionalities which are supporting
employee learning, enabling work efficiency and effectiveness, supporting the
organization and refinement of explicit knowledge, discovering new insights,
increasing user flexibility and engagement, keeping users up to date, and improving
organizational processes.

Therefore, the proposed list of KMSs’ functionalities consists of these
functions; Deposit, Search, Browse, View, Download, Rate/Comment, Knowledge
Filter, Automatic Recommendations, Bookmark, Mash-ups, Annotate, View
Annotations, Social Tagging, Personal User Accounts, Forums, RSS Feeds, Wikis,
Blogs, Social Networks, Online Training, Online Meeting, Share, Chat, Chat Bot, Al-
based Workflow Automation, Upload, Modify, Convert, Report, Approve, Tracking,
Text Analytics, Speech Analytics, Personal Customization, Notification, and
Gamification. This list would be able to solve current problems and better facilitate
overall KM processes. Organizations can use this list as a guideline when developing

or enhancing the functionalities of KMSs.

6.2 Implementation Guidelines

To implement the proposed KMSs’ functionalities, the organization should
consider the implementation guidelines for successful implementation. These

implementation guidelines are created based on the current problems occurred from
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KMSs utilization and the idea from the experts stated in Chapter 3. Also, the theory
of software development life cycle (SDLC) and strategic planning for information
systems are considered when creating these guidelines (Kneuper, 2017). This section
discussed the implementation guidelines for the proposed KMSs’ functionalities in
detail.

1) Prepare the KMSs implementation plan. The proposed KMSs’
functionalities consist of developing various new functions and enhancing several
existing functions. The organization need to consider the priority of each function
and implement the functions with high priority first. The organization should prepare
a broad three-year implementation plan and a detailed one-year plan annually which
cover standard business planning practice, detailing costs, resources, and proposed
activities (Milton & Lambe, 2016). The implementation plan should include main
milestones for KMSs implementation such as strategy approved, implementation plan
approved — start of piloting, end of piloting — approval for roll-out, and end of roll-
out.

Then, the main tasks to reach each milestone should be identified
through discussion or brainstorming. Each task should have the duration of the task,
the number of working days it will take to do the task, and the resource used to do this
task. The main tasks should be listed by considering the aspects such as KMSs team
development, culture analysis, and training/coaching the knowledge workers as well.
Examples of tasks which may appear in the detailed plan are selecting team members,
training team, conducting culture workshops, delivering KMSs training, and
facilitating knowledge sharing in community of practice. More importantly, the
organization should select a pilot project for KMSs (Tumthong & Songsangyos,
2013). Then, a detailed action plan for the pilot, which defines the process, the IT
infrastructure, and the roles and incentives of the pilot project team, should be
developed. After the completion of the pilot project, the organization should assess
the results and refine the action plan.

2) Build KMSs to support both non-mobile and mobile users. The
organization need to consider the implementation of the proposed KMSs’
functionalities together with KMSs platform. Most KMSs are currently developed for

non-mobile users who primarily work with desktops and laptops. Recently, people’s
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behavior has affected the increase of mobile usage. The organization should also
build KMSs to support mobile users. The organization can consider developing
KMSs to support mobile web browser or developing KMSs mobile application or
both. KMSs on mobile should be able to assist employees to search knowledge,
retrieve knowledge, create their own knowledge, share knowledge, and manage
knowledge (Liaw, Hatala, & Huang, 2010).

The design principles of KMSs on mobile should be simple, adaptive,
individual, and communicative. First, the systems should be simple and work
smoothly due to slow central processing unit and a small memory of handheld devices
compared to desktop or notebook computers. Second, the systems should be adaptive
or easy to operate so that employees can utilize the systems anywhere and anytime
they need. Third, the systems’ contents should be meaningful and customized for
individual.  Last, the systems should provide adaptively communicative and
collaborative functions for easy communication with digital contents and other
employees. Moreover, referring to Chen & Huang (2010), mobile devices with larger
screens perform better than smaller ones in the task performance and system working
quality. Therefore, the organization may encourage employees to use mobile devices
with large screen.

3) Promote KMSs usage by using reward systems. During the
implementation of the proposed KMSs’ functionalities, the organization should
promote KMSs usage in the organization by using reward systems. Social exchange
theory indicates that individuals are willing to share their knowledge when such
behavior brings desirable benefits (Lin & Lo, 2015). Also, individuals tend to share
their knowledge only when the expected benefits outweigh the costs of sharing.
Because of limited time and energy, employees tend to evaluate whether their efforts
to share knowledge are valued or rewarded by their organization. Therefore, reward
systems act as an important motivator of employee knowledge sharing. Reward
systems include monetary incentives such as salary and bonus increase and non-
monetary incentives such as promotion.

Rewards should be combined with a noncontrolling job design and
work climate that support knowledge sharing (Foss, Pedersen, Reinholt Fosgaard, &

Stea, 2015). A noncontrolling job design suggests that jobs can be designed to foster
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autonomous motivation and knowledge sharing by providing employees with freedom
to decide when and how to carry out specific tasks. This will strengthen employees’
feeling of being competent and self-determined. A work climate should be the one
that is perceived as trusting, cooperative, and supportive of knowledge sharing.
Employees gain a sense of being connected to others from a work climate that provide
a secure social base. A trusting and collaborative social climate and support from
managers and colleagues are important for employee engagement in knowledge
sharing. Therefore, a proper noncontrolling job design and work climate can result in
higher levels of autonomous motivation for knowledge sharing.

4) Embed KM into the normal work processes. During the
implementation of the proposed KMSs’ functionalities, the organization should
consider writing KM processes into the work cycle and work processes (Milton &
Lambe, 2016). For example, the project management requirements should be
changed to include mandatory processes for capturing knowledge at the end of the
project or after key milestones and mandatory processes for reviewing past
knowledge at the start of the project. The rules for project support could be changed
to not providing a project fund to the project which has not done any pre-learning or
knowledge seeking. Moreover, the product delivery process could be changed to
include a stage for identifying knowledge gaps to ensure all knowledge gaps are
closed.

The organization can also embed KM within the inefficient business
processes (Massingham & Al Holaibi, 2017). The purpose is to reduce or eliminate
inefficiencies in workflow caused by waste points (tasks within problem processes
which caused knowledge flow to slow or even stop) in business processes. Types of
waste include reworking, waiting for approvals, underutilized people, and
transportation. Reworking is caused by employees having incorrect or incomplete
knowledge regarding how to perform a task within the process. Waiting for approvals
is non-productive time because employees are idle until allowed to move to the next
step in the process. Underutilized people occurred mostly because of experienced
workers being unable or unwilling to share their knowledge with less experienced
workers. Transportation is non-productive time due to inefficient learning, organizing

others, persuading cooperation, and communicating value. KM may be embedded in
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the process by enabling the individual to adapt the task to fit their context, to access
the group’s solution or to help the group find a solution, and to access the
standardized knowledge such as the best practice. Therefore, embedding KM into the
problem processes can enable individuals to move from being unskillful knowers to
skillful knowers and performance gains in improved processes.

5) Roll-out KMSs through communicating, training, and coaching.
When entering the roll-out phase of the implementation of the proposed KMSs’
functionalities, the organization should establish the communication program (Milton
& Lambe, 2016). The communication program includes publishing success stories as
fast as possible, publicizing the new KM expectations and policy, introducing the new
roles, explaining the new processes and technologies, advertising the training events,
and getting some encouragement articles from senior managers. Also, the
organization should provide training at three levels. First, general awareness training
is for the knowledge workers in the organization. The purpose is to introduce the
elements of the KM framework, explain the new KM expectations, and demonstrate
the value that KM can bring to the knowledge workers. The training should be
interactive to give people hands-on experience of the tools and showcase some of the
knowledge content. Second, specific training is for the employees with KM roles
such as the community leaders, the practice owners, the process facilitators and
knowledge engineers. The purpose is to give them the skills they need to do their
jobs. Separate training may be required for the different roles. Last, awareness
training is for the managers. The purpose is to explain the expectation they need to
set for KM within their teams and their own roles in modelling and supporting the
KM culture.

Moreover, the organization should provide coaching and regular
check-ins from the KM team to the employees with specialist KM roles. The
employees with KM roles should be invited to join the KM community of practice.
As soon as this community grows and become self-supporting, it allows the KM team
to monitor the development of KM practice within the organization. Leaders with
expertise can also embrace the role of knowledge coaches or experts (Jayasingam,
Ansari, & Jantan, 2010). In many situations, knowledge workers may seek expert

guidance from their respective leaders to solve their problems. Therefore, leaders
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need to possess highly developed expertise to act as an effective facilitator and
stimulator in a knowledge-based environment and encourage employees to create and
utilize knowledge.

These implementation guidelines should be considered when the
organization desire to develop new functions or enhance existing functions according
to the proposed KMSs’ functionalities. Moreover, these implementation guidelines
were agreed by users with working experiences in KM fields. Therefore, these
implementation guidelines act as standard guidelines that the organization should
follow to receive the maximum benefits when implementing the proposed KMSs’

functionalities.

6.3 Recommendations

The study found that the functionalities of KMSs can be improved in several
ways to better facilitate all KM processes.  Nevertheless, there are some
recommendations from this research. Recommendations are divided into two parts:

the recommendations for organizations and recommendations for further research.

6.3.1 Recommendations for Organizations

1) This research proposed the enhancement of Deposit and Search
functions which are useful for organizations. Deposit function enhancement assists
organizations to organize and centralize knowledge assets for easy retrieval. Search
function enhancement assists organizations to always find the desired knowledge
assets. Organizations should consider applying these enhancements to suit their
requirements. In case that existing Deposit and Search functions in the organization
already have ample capabilities, they may not need to enhance these functions.
Instead, the organization should consider enhancing these functions in case these
functions still cause problems, cannot answer organizations’ needs, and cannot ensure
work efficiency and effectiveness in the organization.

2) This research proposed the enhancement of Social Networks
function to encourage employees in the organization to participate and express

opinion in socialized activities. It is believed that Thai people are more comfortable
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to express opinion in online than face-to-face environment.  Nevertheless,
organizations should deploy some strategies to keep Social Networks active in order
to encourage employees to participate regularly. Moreover, Social Networks in the
organization should have the user interface which is accustomed and easy to use for
employees.

3) This research proposed the development of new functions which
can better support KM activities and processes in organizations. Several functions
such as Online Training, Online Meeting, Share, and Chat assists organizations to
create new knowledge, share knowledge, and convert between tacit and explicit
knowledge. Some new useful functions like Report, Approve, and Tracking may
generate more works for employees. Organizations should consider to properly adjust
work procedures to maintain value and avoid too much burden for employees. Chat
Bot function is very challenging for organizations. Organizations should prepare
enough data for Chat Bot function to be able to answer the users’ questions correctly
and in timely manner. Speech Analytics function is mostly suitable for organizations
that have customer service or call center units as it is used for voice data analysis.
Therefore, organizations need to consider whether this function is necessary to their
KMSs or not. Moreover, if decided to develop this function, organizations should
select the technologies that produce results with high level of accuracy and efficiency,
especially for Thai language.

4) Either enhancing existing functionalities or developing new
functionalities of KMSs, organizations first need to concern about the KMSs platform
whether it is a web application or a mobile application. Then, organizations can focus
on the list of functions suitable for that platform. Currently, mobile applications are
very popular because many people use smartphone all the time. In case organizations
allow employees to access KMSs through PC web browser, organizations should
ensure that employees can also access all functions through mobile web browser. In
case organizations use a KMSs mobile application, organizations should develop the
application to be compatible with most mobile operating systems such as Android and
iOS.

5) Organizations should consider users’ requirements in order to build

a new KMSs or enhance the existing KMSs. If KMSs cannot answer users’ needs,
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users could stop using the systems. KMSs should be developed using the
technologies that are user-friendly. If users feel that the systems are difficult to use,
they would feel reluctant to use the systems and finally stop using the systems. When
introducing new systems or functions, organizations should conduct the training
which can provide in-depth knowledge to users. The training should also provide the
suggestion on how the new systems or functions can be adapted to the work procedure
of users in various departments. Once users understand and realize the benefits from
the new systems or functions, they would accept and use the new systems or
functions. In addition, many organizations have several systems to support KM.
They introduce new KMSs to users but never cancel the previous one. This situation
can confuse users and most users decide to use the previous systems due to
familiarization.  Therefore, organizations should make a clear choice between
enhancing the existing systems or developing the new systems.

6) In order to promote KMSs usage in organizations, the use of
reward systems and KPI could help encourage employees to utilize KMSs more.
Organizations should also build the culture of knowledge sharing so that employees
are willing to continually contribute to share knowledge with others. Organizations
should regularly conduct reward-based KM related activities, encourage employees to
join the activities, and educate employees with knowledge of KM processes. This
technique would help employees to feel more comfortable to learn KM processes
from the actual activities than the formal classroom training. Moreover, organizations
should embed KM processes into the work procedures. For example, if organizations
need to capture knowledge of employees, organizations should allow employees to
provide comments or suggest new ideas in the existing form instead of requesting
employees to create new documents. This technique would not increase more
workloads for employees so that they would not feel that KM is a burden or is wasting
their time.

7) Organizations should consider the security concerns of KMSs as
well. KMSs should be available and reliable whenever needed by users. Otherwise,
users will have bad impression and refuse to use the systems in the future.
Organizations should concern about confidentiality of data stored in the KMSs’

databases and confidentiality in data transmission because knowledge assets are
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valuable assets of organizations. Organizations should concern over the access
controls of the KMSs so that organizations can control access and authority of users
over knowledge assets of organizations. Data loss or leakage prevention is another
important concern that needs to be addressed. Organizations should attempt to
prevent knowledge assets to be lost or leaked outside organizations. Moreover,
organizations should ensure that computers’ browsers in organizations have adequate
level of security. If users use unsafe browsers to access the systems, it can harm
users’ computers and frustrate users.

8) Organizations should consider the concept of Green ICT when
making the decision regarding the development of KMSs. Green ICT is the practice
of modelling, developing, utilizing, as well as disposing of computer, servers, and
associated subsystems effectively and efficiently with no impact on the environment
(Jnr & Majid, 2016). In case organizations have the existing KMSs, they should
consider the option to enhance the systems first instead of developing the entire new
systems. Existing functionalities of KMSs need to be evaluated whether they are still
useful and easy to use. Organizations should maintain and regularly enhance the
useful and easy to use functions. In addition, some obsolete functions should be
discontinued in order to save the maintenance and storage costs. Using this concept
allows the organization to be more environmentally responsible and finally improve
sustainability across the organization.

9) Organizations need to deal with a few technical problems
mentioned by the experts. First, the systems have insufficient storage space from
users’ point of view. Organizations should consider provided storage space based on
the roles and responsibilities of the users. Different user groups would require
different amount of storage space. Storage capacities should be increased based on
the amount of systems usage and the outdated data with usually more than five years
should be cleaned. Also, organizations should implement the systematic process for
cleansing knowledge to regularly delete or backup the information to the server.
Second, the performance of the systems is slow during concurrent use. One of the
causes of this problem is due to the hosting server located in a foreign country. In this
case, organizations should consider relocate the hosting server if possible. The

processor and RAM of the systems’ server should be upgraded to be able to process
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large amount of information faster and support concurrent use. Third, the process of
creating explicit knowledge by creating and updating manual or documents can be
tedious and require too much effort. Instead of writing documents, organizations
could use video recording technology to capture knowledge. Therefore, organizations
should ensure that the systems support knowledge in different formats.

6.3.2 Recommendations for Further Research

1) This research focused on the improvement of KMSs’
functionalities. Further research should study the improvement of KMSs in other
aspects such as platform, privacy, and security to gain more extensive research.

2) This research focused on structured interview approach, which is
based on qualitative research. Further research should also utilize quantitative
research to confirm the findings in terms of statistics.

3) This research focused on four industries in Thailand such as
banking, telecommunication, oil and gas, and internet software and services.
Therefore, further research should study other types of industries in several countries
to reveal any similarities or differences among different types of industries and

different countries.
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First Version of Interview Questions Part |
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AnuskuutaRdendaiuliluseuy

7 Knowledge Filter  leAduiiuanslvigldiunsuimsindusivesdanuiiuudn
LIITENINNTAUM N153RBUAUILTURLTUANUAATIULAE
nslvrzwuureliseay

8  Automatic Henduiluugihlvgldaunsivisesdnnuindauiadua i

Recommendations  tig3¥8eiuaIAANUINFITUAUNT Auugd1Tuegiy

JomnuAuvelisenauy

9 Bookmark anduiigrgligldaudnuninesfanusiuutauduaziiaad
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Tusgnrslusavesninivn gldnuaiuisaidnfeesdniug
wianilldogadeneluuian

10 Mash-ups Mash-ups ﬁafmLLSWW%Lﬂ%"u‘ﬁ'ﬁ']Laua%;ﬂaﬁiﬁmmmmda
sequazmiudieliiiilaituniedoyaitednlyg Hlerduil
AU I FIUAUNILAEFIBIAAUSLUUTALIIIINTEUY
wazwennandudun

11 Annotate afdutinagligaisesdnnuiuuvinudsinuinlvituesd
Audiiadstu fliseduaunsofumuasniongosdaiiug
wuudaudsldmeuninifieaniu

12 View Annotations  Hlaridutitagligldnuguiinvesesdanuduuuaudsfiiy
Tneffassesdamudiung

13 Social Tagging ‘Waﬁ%uﬁﬁwiﬁ;ﬁ%’muimﬁua%maaqﬁmmiwu%’mﬁﬂm
nsduuinaslulwdimandu venainigléausedug
ansafumuaziengesinIsiu Lt snnuinfiialag
NnAY

14 Personal User Hardutmeligldnuannsoauagdamtydduyana

Accounts URNNGN ]

15 Forums lafduiidreligldomuarunsadoarsuazuaniudouny
AnLiuiiefuesdanuiuvudaudsidafvegluszuunis
IAN1TOIARIINS

16 RSS Feeds Hafduiazuddigldoumsudetinmfuidenosdannug
wudaudslyiaslussuunisdanisesdannd sideiletinng
Uuusailomasdaruiuuutaudsiifogiy

17 Wikis Harduiaaeligldauanunsavauiansiuuagads udly
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Second Version of Interview Questions Part |

1. inuAninesdnsveminudanusiunsidelsl (hgudendnouillaige)

Sfumn ffupa Taiuula Taisiung Taisfuasnn

1 2 3 4 5

2. inufiaudlalunumnudnifeaiunsinnisesdnimg (knowledge management)
Tughusioluiivield

2.1 Vi’mLﬁé’Iﬂmm’mmmﬁmLﬁ'mﬁ’uﬂizmumiﬁuwuaqﬁmmi (knowledge
discovery) wisaly agsls

*NILUIUNTAUNUBIAANLT (knowledge discovery) vangiia n1sawIANNIIUY
LA (explicit knowledge) 138 mmé’ﬁﬁhﬁnaeﬂjiuéhﬂu (tacit knowledge) 31NN1557UTW
Toyarioruiian msuaniUdeuFousssnineiu (socialization) wagnsindandnaul
NIDNITATNNUSHATIINNBUDN

anufuuudnudslvagaggnéunuriunsuuanaug (combination) Tnsiilemues

Ao v

ANNPNANATITTINAT19RAANLS N FudauLINTY Miog1u9u WaRaIn15aTe

¥ vV

TotauslniiliiugnAn AnuFkuutands Toya uazauiNuksegludaiauaiou 9193ugn
nsuduieaiadudoausTvid uenainil madanisvinnilodeyaoivgniunldiiie
AUNUANNFITUSTENIIaYaLUUTILIY Fee1atilugnisadieguuuunisninnsaivsents
° a v !

Puundszaniasiannuiive

1 [ 1

Auinlednegludiauluigasgnaununiunalnvesnisdanainiediny

Y

= 1

(socialization) nsdaiasIziAIm3iadneglusnau Tngunfiazriiunisifanssusuiy
WINNIINMSWEUNToAILUEIAIE191 FIeg1au Msineutslvndnaulniseus uae
drlapnudnvemtinanuaudy 4 Tuesdns wie uinseiansaunuwuuliidunienis ie
wustumnudseninaingueng q anglussdng Nasdigliannsdunuanuslg ¢

2.2 vudlauueudnietunszuumsduanug (knowledge capture) wielil
aeals

“nsdunug (knowledge capture) Wunistierruiuuudaudsuasanuiiils
dnoglushauiifioglu ey Aeuszivg vievionuvesesdns Widuegnelussdns
uenniiauifigniuenteguenvouiunesding 1wy 1nfiUSnun quis gnén dnwaneieed
wazure i sninalnivesesdns wevinlmAnnsaiiannuslmilasnisdaasali

winMuuaneenlisgvagaIn waziinisnevausienuITlaINNEnNeyliiang
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1991ua3e nszvumsduanuiuseneuluaig nsaianug sanaindiau (externalization)
wag N1silanIeniinaus (internalization)

n"sainAu3eeNINAIAU (externalization) Weatesiunisiuasninuinidneaglu

Y
I

maudugluuundaaugu M wwafia a1 wiemwidugiduse (Wuelueulue n1s

U
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Wby uazussee) nsruaunisitieudanusnildnegluieu iWuguuundaau

¥ <

Favhlsiyamaduglunguanansa iilaldinetu nsguiunisiiunszuaunisfisndiuan
marganuiiitladnegluiau fnenfuiFessniiazdearsld dedunisviliifnnig
externalization enavilslasmslénsguinguluethudeaudnlauasussautlogmetnmil
g lavesdnaunia freensainisia externalization Aefiufiusnwidsuenanseduieds

b4 ¥

Ao vyya Yo o I3 a I3 ax 09w o & ' vy o
iulmTeusinediuesRnIvesgnAn §UIsesAns waedsn1siviiieudisaqaslulame

S @ 9 vl ¢ o v a =
nansiidadunsduienanuiniadnegludmaunlaunanaundnluiuynau

& = v . A . & v o Y & yaley =
nnsilaviventinaug (intemalization) Aen1suuasanuiuuudaudadunnuiniledn
v < a & a a v val o v [ a wa A 4
agluiiau 1y LnAnAufnYeIMsteus Anuintauwdeenagniiusweglunisujimiiel
Al vo % v a o = - Yo vl

yaranlasuaug annsauszauivdmauduginglszavan vieyaaaeialasuau s
= 9w ¢ A a i A A A = =
anaglumauluanunisaliaiionads lnen1581uglon3ei394319909UARADY Y30lAUNTS
° a ) | . . . A A e Y ¢ ¢ |
190ILUVUNTONINAGDY MI8819781 internalization Aa NUSn¥ MM UgENAWISAUTY
' v A o 'y ¢ < a v o a P~ P
gruntlsdaineanuuinnssunisimuigeniunls waziseuianuilede n1sieusiyglng
USnwuazasAnsanunsaduanuindeglunidsdela

2.3 iudlakuinnudaingatunsrutunisudsduaiiug (knowledge sharing)
v3alal aels

*nsuiatuaug (knowledge sharing) Ais MsdeasANUIWUUTALIILALAINST
Hadnaglusauludiunna nqu dhe 3o aeAns lnefinisaielauasdesiivssdnsam §3u
aeuinaMutilaiiganenaziinusiuldnunels Fanuvadufennuslilydwugdn
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Y v U

muANNs feugunlasuanusnldsuiu Jesaunsaaniumsle 9 auanuialasuun
5]
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nswdstuanuiniednegluiiau aunsailalaenislidnalnnistainainisdeay

Y

(socialization) liinazneliAnanuilmivselifinny deiunszuiunstanamsdenuily

dmsumsaunuanui wagnisuusluanus skiuansdneiu wilsmhnszuiumsilluldena

| Y

wANFNeiY Aeeugu N1sUsEYLLUUAIRed (nalnildeliiAnnisdainainisdiay) 813
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nsUszaLUUireiddldsuLuureaniseAumevienauddamiiniuminiu asgnld
ielhAnmsasannuslvgl

msudadumnuuuudauds awnsovildlasnsldnszuiunisvesnisuaniaey
A1 (exchange) Faagldlunisdeansudedelounnuiidaudaszniteyana nquuay

[ i

BIANT NTTUIUNTVRINISUANIUABUANTUUTRL lluanssannseuIunsitdlung

(3 1

doansteya fegrau Alan1seentuundnduaignaitelouainninaiuaunildludadnau
wils FantineugSuannsaldanusuuudauddueliomuiu uenaninisuaniasuenalsh
ausaldienngleudeyalaiguiu

2.4 vinudnlanuiAufnfgatunseuIun1suseendldainus (knowledge
application) n3aly ag19ls

*15Useenaleaaus (knowledge application) A n1sueIAusniegluldiie
Yuidsunagnsundavilnid wazdsudgsuseansnmlueedns nseuiunisvednis
Uszgndldmiuiauegiuanuinied wazanusieusgiunssuiunsAunuaus 153y
Aug waznaskustuaius lunisussynaldninus yananlduseleviainaiusil
o & v v Yo oo & da v I v a o
Pudusendilanius andndunmenisidanuieiduiumslumsdadulanasnisnssyi
| v O ) Yo Yo ¢ & a o .
#1199 satunisihanuilulddalasudsslevdanasanssuiunis Ae Aadns (routines) uag
A4 (direction) &slaiiAgaiunisaeleunianisuaniUisunnuisenirayanaiingites
< oA ! v = a &
Juwaiiganmsarelouderaueuugnldluusunanisiving

#AN14 (direction) nunefanszuIUNITRYARATLAINSTUINITNTEINVRIUARADY
Inglallagnelow mnuindusingiuvesiianaulddayanamaiu Aavnianeiteiunis
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1 ) QIJ & v a 1 1 1 [~3 U a 1 5 [ 3
aelaumdansanisanaula luldnisanenenanusnandulunisdndulamaniu saduly
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11961913958 YINTUNINAUNUAINT Mogiudu Wentnaudendnaudideyiyinag
1% A a o < o DN Y o a 1% o & o
widgmuanziifaduiaiesdnsiiedials udadidunisudayminudduugnimvunlag
v @ | a o Y MY a Y o & A s v Y
ATy nineuidhendnvimnulaendiedhildiinaus duiudelgymnadendaiu
a £ a & Y = % 'y A v o
AnFudnasilueuian widtliawnsanzuidyniedlalaglifousendidetyey

19103 (routines) Wentasnunisiduselevdainanusiisegludunou ng uag

[
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soilles” Aofmsanansaviiiidusalut@ihunslémaluladasaume wulussuuaidalsl
AmeulamzuuUsaluRnguANg dwsuimnsaaauy MUsnw uay flEunisgndn
TwhusaieafuszuuiamsaudaseddddmnuunnunefsrfumiuduiudseninagUasd

wazgUnu uiauInTetananamulilagnieansludiynaasiieg wenanilssuures
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psAnsladrulvgjazgnidsutuunfeiatnsfiesuienszuiunismisgsianiglungs
QRAINNTIY

2.5 iutnlafesyuudnnseednius (knowledge management systems) el
agals

*iwuﬁmmiaaﬁm’mi (knowledge management systems) A® szuufildlussdns
Wegnnemmazain Tumssus uazmeunsauinielussdng szuudamsesdannul
anusaldifiofiuyadvesdunindmnuimelusdng iesanssuuiatuayunssuiunms
%’ﬂﬂ’lim’mimuyimﬂmi (integrated knowledge management process)
3. inudszavdgymladilunssurunsAunueannus (knowledge discovery) TuaeAns
VBIVY

3.1 vnudszaulgmlatndunssuiunisaieanuiiuudaudslual 4 (new explicit
knowledge)

3.2 vidszauiymilathslunssuaunisasennudiisdneglusaulva q (new
tacit knowledge)

3.3 viwdAnhiymlalunszuiunsdunussdaug fsvuunisdanisesdruiiil
oefluosdnsvesvhuiilianmnsnsessutiymild
4. vnudsgaudymlatislunseuiunsiuaug (knowledge capture) TuasAnsvasvinu

4.1 viudszavilgmlathslunsyuaunisdumnuiiilsdneglushau uazuuastmu
mmiuvu%’mﬁd (converting tacit knowledge into explicit form)

4.2 vidsgautgmlatnslunssuiunisduanuduuudauda uasudasliiuniug
i dneglusau (converting explicit knowledge into tacit form)

4.3 vuAnhilymilelunszuaunsduesdannug Aszuunsinnisesdnnuiisleglu
asAnsvesindsldannsasesiudamills
5. iudszautgymlatislunseuiunisuusliuniug (knowledge sharing) Tusadnsveevinu

5.1 inutszaudgmlatidlunszuiumsuustiuaminilednegludnu (sharing
tacit knowledge)

5.2 vinudszavdynlatrslunszuiunisudsduanusuuudnuda (sharing explicit
knowledge)

5.3 vian i Jgmlalunszuiunisuanivfsuanus Nszuun1sdnnisesdnnuiig

aglupeAnsves yudiliaunsasessulgmilla
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6. inuuszautgylatslunszuiunisuszgnaldaus (knowledge application) TuasAns

YDIVINU

v o

6.1 iupanUgmlalunszuiunisuseyndldninug NszuunisinnisesAnusng

agluasAnsves udilianunsasessulgmilla

1 (3

7. vinuAndiindulatiwesszuudanisesdanus Ndnlusessdnsvewinuunniian

f.

HenduvasszuUINNITEIAANNS ngugldanuningitas

2. lansu

8. NJNNANTANITLUUIANITBIAAINS (Knowledge Management Systems) luasdnsves

yudliandusanalUtivnialy

HINVUVBITZUUINNS

[ b4
NARIUNY

ANa5UY

1 Deposit

2 Search

3 Browse

q View

5 Download

6 Rate/Comment

7 Knowledge Filter
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fiuniudayarnuiaunany
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o v
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N5AMUNUTLANTVDIDIARIINS
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Y A v % 1 dgj d‘
wagldvIaunlatoyaninuiivarinmelunios
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3 14 v Y Ao [
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HaNVUVBITZUUINNS

13 ¥
2IAAUG

ANB5UNY

10

11

12

13

14

15

16

17

Automatic

Recommendations

Bookmark

Mash-ups

Annotate

View Annotations

Social Tagging

Personal
Accounts

Forums

RSS Feeds

Wikis

User
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Third Version of Interview Questions Part |

A9INAARIU AND5UY BazAIANEINSUAUA YA

A191NAANNLAZAIDSUIIAINTUNIZUIUNITALY)

Discovery
« Combination
« Socialization

Sharing Application
—pd « Socialization 1 + Direction
* Exchange * Routines

Capture
» Externalization
» |nternalization

NITUIUNITAUNUBIAAINNS (knowledge discovery)
NIEUIMNITAUNUBIAMINS (knowledge discovery) ningdie N1sWAMUIAINIUUY
Fauda (explicit knowledge) 3o AuAdadnagludinu (tacit knowledge) 910013
suudeyaniennuiifiu nmsuaniudsuiSsudseninatu (sodalization) wazn15inde
wilnaulug visemsaiaiusingainniguen
arduuudanddluiinazgnéunusiumanuaneaug (combination) tneidiavvs

o v

ANUIITYNFUATIBTNOATIDIAANNS IUNTUToUNINTU foE19LtY WaReINI15asIe

L2 ¥ v

doraualndlifiugnan aruskuudauds Toya uwazanuinudseglutaiausnou 9193zgn

Y Y
wnswiuieaiadudaiauelni uenainil atianisvinmileseyasiagniuildiiie
AUNUANNFIRUSTENIIaYaLUUTILIY Fee1atinlugn1sadieguuuun1sninnsaivsens
o dl ¥ 1
Puundszamitaiannusivg 9

1 [ 1
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(socialization) Msdaias AL ailsdneglusnnu TasundazsiunsyiAanssusuiy
WINNIIMSREUNTOAULULNMET Fegradu n1snudglininaulmiteus uay
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wusluanuiseninanguens o meluesdns AaetelmAnnsdunuanuiing «
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nizuqumiﬁummi (knowledge capture)

N159UAY3 (knowledge capture) L“iJumiﬁ']La’mmiuw%’mm’fﬂLLazmmiﬁﬁlqﬁﬂ
ogludauiidegludiau dssefivg vioniisnuresesdns Ihdwiegneluessdng
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Y
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A vya v Y I3 Y v a 13 ax o g v o & i vy
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M v % v a o = - Yo valoy e
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' o A A Y Y 9 ¢ & = v o A = P vl
gruniladaifediuuinnssumMsiRugeniws wae  Seuiannuilsde n1sseusiyiglin

USnwuarasAnsanunsaduanuindeglunisdela

nszmummﬁa{]ummif (knowledge sharing)
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msudsiiuanuiiiadneglusnu amnsasildlaenisldnalnnisdainaimadn
(socialization) lshazneliAnemuslvmivielifinu fdunssuiunsdanamsdanuiild
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99AN3 NITUINNTVRINIUaNIUABUA MUV Tauddliiunnsnsannszurunsililunis
doanstoya fegrdu ailenisesnuuundniusignareleuainninauauniiludsdnay

wila FandneugSuanansaldanuswuutaudsludiiowdutuy yanaIntinisianiUasuenalsn
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nszuIunsUsEEndldnus (knowledge application)
n13UsEynAlynI1us (knowledge application) fie n1sterausndegluldiine
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Inglilldgnelowanuimdusingruvesfiensuuludiyaramaiu Aamanesdesiunisaty

A o

Toumdanienisiadula lilinsdrenenruiiisndulunisdndulamandu deuluuis
M313sszyindunimaunuanud Medratu Wendnnudiondnauidoigines
widamamsiiintuniessnsldedasls uddlunsuidymmumduusiimnualag
fidorvgy wiinaudhesdmimalasidaedsilfinaanud fafudedymiiadrendatu

AnTudnestlusuian ndddaunsansuitagviedalaglidessondigeivey
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A7 (routines) Wegteeiun1siduselovtdananuiniseglutuneu ny uaz

v
= = 1

vssiagufithmanginssslusuan Aatasldnalunsimu datuegiu “nisdndoustng
deiilos” AvtnsanusovilidudnlutAriunisldveluladansauma wuluszuuidnlid
AmeulanzuuUaluRnng ANy dmsuimnsnaaun AU uae liuinisgn
Twhusadeafuszuuiamsudasdsldeuunineiferfuauduiussninguasd

Y =

wazgUmu uiAuiviseriamananiulillagn deaisludiyanasiieg uenaintszuuves

asAnsingdlulugazgnileuduunsiefainsnesulgnssuiunisnisgsnanielungy

PAFINNITU

zuuﬁﬂnﬂiaeﬁﬂ'smﬁ (knowledge management systems)
Y I3 v - = I3
F8UVINNITBIAAIIUG (knowledge management systems) AD sguunlgluesing
98 1IEAMNAEAINIUNITIIUTI UasmeunsAnuineluesing seuudaniseshaiug
ansaldiveiiinyarivesdunindanuianeluesdng Wesnseuuiatduayunseuiuns

§mﬂﬂiﬂaﬁm§LLuuyimﬂﬂﬂi (integrated knowledge management process)

AmudsudunIEal
1. viuAnesdnsvesinuanusiuasieli (ngaudendmeuiliian)

AN IGY Taiuula Taisiuna Taisiumazn

1 2 3 4 5

2. Vh‘uﬁmmLﬁﬁﬂﬂuummmﬁmﬁmﬁumﬁﬂmsmﬁmmi (knowledge management)
Tuguselindold

2.1 virwdrlanurnnudniigafunszuiunisAunuesdniiug (knowledge
discovery) v5old pgndls

2.2 viudlauunruAnRtunszuumssuamug (knowledge capture) wielil
ag4ls

2.3 ﬂ/iwulfﬁﬂmt,mmmﬁmLﬁaaﬁUﬂisuauﬂﬂiLLﬂaﬂummif (knowledge sharing)
el ogngls

2.4 v lanurmufniisafunsruiunisusegndldainug (knowledge
application) 3eld ogdls

2.5 viudnlafiessuudnnisesdninug (knowledge management systems) el

aenals
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3. inudszavdgymladielunsyuiunisAunuesaninug (knowledge discovery) Tuaedns
YD

3.1 ilszaulgmladhdunszuiunsaieanuiuuudaudsiml q (new explicit
knowledge)

3.2 viszaudymilathslunssuaunisasennudiilsdneglusaulvg q (new
tacit knowledge)

3.3 viwdAnhiymlalunszuiunsfunussdanug fsvuunisdanisesaauiidl
ogfluosdnsves viudilianasosessuliymild
4. vnutszaudymlatislunszuiunsiuniug (knowledge capture) TuasAnsvaevinu

4.1 vnuvszauylathslunszuiumsduenuinidnegluinu wazudadny
m’mﬁmu%’mﬁﬂ (converting tacit knowledge into explicit form)

4.2 inudszavdymlathslunszuiunisduanuduuutauds uasudasiduanug
i dnaglusiau (converting explicit knowledge into tacit form)

4.3 viudaddgmialunszuaunisduesdnnug fissuunsdansesderaiiisleglu
aeAnsvosvhudlianusasessutiagmily
5. vnudsgaudaymladidunssuaunisuuslunus (knowledge sharing) luesdnsvesvinu

5.1 vinuuszaudgmilatslunszuiunsudstiuawiifladnoglusiau (sharing
tacit knowledge)

5.2 inudszavtdgynilatrslunszuiunisudaduanusuuudauda (sharing explicit
knowledge)

5.3 iuAnidgmilalunszuiunisuaniudsunnu? fissuunisdanisesdnnuiai
oeflunsdnsves viudilianunsasesutlamild
6. vinulsraulgmlatialunszuiunisuszendldminus (knowledge application) Tuasfing
YBIIY

6.1 viuAndgmilalunszuiunisusegndldainug N5euuni1sdnnisesandIusng

aglupeAnsves udiliaunsasessulgmilla
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1 (3

7. vinuAadiindulatisesssuudanisesdeui idlusessdnsvesinuniniian

.
Wl Yuvae5EUUINNITDIAANS ngugldaumneidas
v, langu

8. NINNANTANITLUUINNTBIAAINS (Knowledge Management Systems) lusaansves

yuiliandusanalUtnialy

Hedduvasszuudams ANad Uy
BIARINNS

1 Deposit 'Wqﬁﬁ?fwfﬁziwiﬁﬁﬂ%mu%’mLﬁuaaﬁm’mﬁwu%’mLL%’QI”ﬂu
fuiudoyarmiuddiunans

2 Search Harduiiaeligldnudvduesdanuiuuudaudslngly
AN

3 Browse Harduideligldnusongosdanuiuuutaudsasd
MITMUNUTLNNVDIDIAAINS

4 View lafduiineliglinugioiaienvesesdanuiuuy
FAUD

5  Download Harduiaaeligldaunnidinanssdanuiuuudouds

Y A ¥ ¥ 1 dgj dl
wagldviseunludayannuiivaiinelunios
6  Rate/Comment Henduilgieligldnuliazuuuiazanufniuieaiu
3 £ v Y do &
asrnusiuuTaLdsndIanulilussuy

7 Knowledge Filter fleiduiinanalvigldnunsiuianisinduduesining

Cale

[

WUUTALIITENINNNITAUNT N15IRBURUILTUBLTUAY

a 2 v v A
ARLILLAZNT VAT ULYDIR YT 18D

8  Automatic landuiiuugth g ldnunsivisesfanusndaudduei
Recommendations NetesivasAaungldnuaum muugdduegiu

JomnuAuveliseneuy
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HaNVUVBITZUUINNS

13 ¥
2IAAUG

ANB5UNY

10

11

12

13

14

15

16

17

18

Bookmark

Mash-ups

Annotate

View Annotations

Social Tagging

Personal User
Accounts

Forums

RSS Feeds

Wikis

Blogs

ilanduiidgligldnudnuisnasdanuiuuudnuduag
inadlusienisiusavesninin gldnuannsadiieesd
anudvanillaegishenglusunan
-] < a & o > A v

Mash-ups Asliuuannantunuiausdoyanlauiain

o o oA vYal & S Y a = 1
wraseneuazsmiuie illflad funsedeyaidednivgg
lanfutloygrnlildanuAuniuasfsesrnuiuuude
LAIAINTEUUKAZLNNELATURUY
aduiielidasisesdnnuiuuudnudadauinliiy

13 v v X o i % = I3
BIARUINAT1NTU 18D UaINTOAUMUAZISENG DA
anuiiuudaudslameunnniieaniu
anduiiggligldauguiinvesesinnuiuuudauded
inlnedas1aeIAnuTHuY
Henduiiggigldnusmuiuesuigeinnu U utauds
Tnensiiuuinastulngmaiv wenandgldnusedue
ANUTOAUN LA UNGBIRANUTUUUTALTI NUTINTILRY
laennAw
Henguiigrgligldanuaunsaaiiwazdanisdyddiu
UAAATBINULDILG
Hentuilgreigldanuannsodeasuazuaniufsuaiy
AniuneaiuesRnusuutaLdandnnuegluszuunis
IANTOIARINS
Henduilazuddigldaunsividiesinisiiuiiionieed
Auswuudaudsiniasiuszuun1sdnnisesdnus wse
A o Y & I3 % v v oaAa 1 a
WedimsuSulsallomasdrmnuuuudaudeiiiogias
landuilyigligldanuaunsorinusiuiuuagaing unle
wazusearnusuuTaLdsla
efduiigrgligldauaunseaiiuazguavionaes
AuLeLNOWEUNIANNANT LA SUTIAUAALTLAIN

Alduseay
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HaNVUVBITZUUINNS AU
[ v
29AAINS
19 Social Networks e dutlrgligldauaiuisaasianiedigniedny

paulatlagfiarsunanesdnuiuuutauds gldau

aunsanvsduanuaulaiuiuiugldanuseduls
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Fourth Version of Interview Questions Part |

LY 3 a v
MQUILEIANITIY

Aean1Insulymimiindululiagnseuiun15vInsInNITANUS TUBIANT Lo
Uszuhileaiduresseuudnnisesdnnnuiiiesdnsiley anunsauitayasnanileviell uag

WeAunIIziinalulaglatranaunsatigundgmidanale drlugsienisiledsun

anysalnTuresszuvdanisesdaus iadulssleviudesinslunisimuiszuusely

AN91NAA21L AN85UNE LasAIaIUdInSUduNeal

A1910AANLAZAIDSUIIAINTUNIZUIUNITAL)

Discovery
« Combination
= Socialization

Sharing Application
—p] ¢ Socialization =] ¢ Direction
* Exchange * Houtines

Capture
* Externalization
* |nternalization

NITUIUNITAUNUBIAAINNS (knowledge discovery)

NI¥UIUNITAUNUBIAAIINS (knowledge discovery) mungiis n1swmuIAIUNIWUY
Fauds (explicit knowledge) 3o auAidadnagludanu (tacit knowledge) 990013
sundeyanieanuiiiu nsuanivdsuioudseninaiu (sodalization) kazn15inde
wilnalml nsensaiaiusiingannaieuen

ANUIHUUTALITIVL 9 azgNAUNUNINNITHUINAIINS (combination) lagiilanives

Ao v

ANUzgnduaseiiveaieesdnusvaindudeunindu Megrudu Weneini1sass

14 ¥ (23 ¥

dolaualilinugna anusuuudauds Yeya uazaduinudsegluteiauenou 81avzgn

Y Y Y

v

dnnswiuieaiadudaausTvid uenaindl madanisvinniieseyaoisgninunldiiie
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AunuANUETuSTEniteyaLuutaud@eiludnisasiesunuunsmnnisainiens
PuunUssinniaiaanuiinl g

] [ 1

anusniednegludmauluigazgnaunuiiunalnvesnisdainainisdeay

Y

=2 [

(socialization) MsdaaTIEviANUiNEdnegluiiau lngunfazaiunisvitfianssusiuiu

=

WINNTIINMSREUNT DAL UEINMEIT Fegradu n1snnudglininaulniteus uay
WlamnuAnveannuaudugluesans wie  wiinseslenisaunuikuuliiunienis wie

wusluanuiseninanguenag anglussdng AvgdgliAnnsdunuanuslng o

N3EUUNMTIUANNS (knowledge capture)
L 14 < o £ o v vl =
N53UA3 (knowledge capture) LUMMTUNDIANNSLUUTALIILAZAUFNE AN
' o ANa o a a & A | s v v ! ¢
aglusinuniiogludiau dsUsvAvg vionulsnuvesesans Widiuiegniglusedns
WANANUANUINGNTUD1BLUBNVDULYABIANT LU INNUTNW AUYS gne Tnnateeos
wazwigIniveIntnaulvndvesesdng wevihliianisaieanusnilaenisdauasuli
wilnnuuanseanlasgazan waziinisnevauswormuinlaanndnauieviliiinnis
1991uase nszuaumsIuanuiUsenaulusiie msadnanuieenaindinu (extemalization)
wag MsilanIeniinalug (internalization)
nsainAN3eenNAIAY (externalization) Wgdvesiunisiuasniuifiladneaglu
saudugluuundaeugu /1 wwafa nm wiamwidugdiduse Wualuaulue n1s
Wibuiiayu uazAussene) nszuaunisitaeutannusnildnagluieu iuguuuidaiau
= o 4 A ! ¥ Y =3 5 2 a °
Foibiuaraduglunguaunsaidnlalaiiedu nszuiunistlunszulaunisiteandiuin
P = i v g < = i & Y o & o Y a
wseanuindadneglumau dnasduises  ganfiagdeansla dedunisvinlviiAanas
externalization 19vilalaen1sldnisauanadluetupeany  wWilwwazuszavdymiegng
niliegslavesdnaunils Meg19weIN1sin extemnalization AefiufUsny  Weulenans
a a aAa Y v o Y I3 Y v a s ax o g v o &
atunedaniiulaiSeusineaduesdiniregnal JuinisesAns uazdsn1sivitlisudusa
aanlulamed enarsiifudunsiviennnuiniadnaglusaauilaunanaunnly
=
iuynAy
& ¢ [ . . & v o v & Yooy =
nnsilavseriinAug (intemalization) Asn1suuasanuuuudaudatunnuiniledn
aglusau WuwniAaduinrenisisewd anuindaudienagniusimeglunisufuaiel
yaraiilasuanuiansaUsrauiviinauduneUssauun vieuanaaalasuanuiniedn
aglusnauluanunisaliadiouass lneniseugilonseiiassnivesyanadu nielagnis

91899 UUNIDNTNNABY H19819U84 internalization A NUSNWINI9A T UgaNALISAUTAL
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grunildaiedivuinnssunmsimuvendus uar  Seuzannvidede msiSeuiivil

USnwuazasAnsanunsaduanuindeglunisdela

nizuaunﬂiLLﬂa{]uﬂQﬂmi (knowledge sharing)

v o

nsuUsumug (knowledge sharing) fie MsdeaNTANIUULTALILAEAIY

Yo

3
Y
fedineagluimauludiuama nau dhe v3e aedns Iaennisaeleusziealiusednsnn {3y

=3

apuinanudilaiganenaziiauiluldonunels daudddureauslilvamuuei
muANNs AetugsunlasuanuinldTiuiy edesasnsadiiunisle 9 anusilasuinle

= I

mMsudstiuanuifiadneglusnu amnsasildlaenisldnalnnisdainaimadsny
(socialization) lsagrelmAneuslvmivielifinny ddunssviunmsdanamisdanuild
duumsdunumng wegnsustiuanad 3sliumndnedu wisihinssuunsilulden
uaneinaffy feghadu nsUseruuuuiased (nalnfideliAnnisdanaimsdsam) e
Redosiumsnu-neu seviefdaazgFuanud eliAansutstiunng Tuvazd n1s
Usprunuudrafddldsuuuuresnsedumeviensudiymiiusuinntu asgnlfifiely
Annsasennusing

nsuvstiunnuiuvudaus annsaildlnonislénszuiunisveanisuaniuasy
Au¥ (exchange) Faagldlunsdoansniedelounuiidaudssznitsynna nguuaz

v b4

BIANT NIBUIUNITVRINISHAaNUABUANNTRUUTALI iuANsaINnTEUIunTAldlunIs
doansteya fegradu Alan1seentuundndusignatslouainninauaunildldidnau
wile Faninauguannsoldrnuduuudaudsugiioduiy uenantimsuaniUaewenasn

aunsaldienieleudayalaguiu

nszurunsUszendldalnui (knowledge application)
n15UszenAlinus (knowledge application) Ain nsudenuiniledluldiie
YSuideunagns uidgymilndg wazuSuuisssansamluedns nseuiunisveanis

Uszgnaldanuiduediuanuiiniley wazAnusioaduadiunseuiunsaunuaANus 153y

Y
Aug waznaswusduaius lunisussynaldainus yananldussleviainainuil

v
Y a Ao v a

o & W % & R v v A & o

Tufudsadlanug dndutunfenisidanusiierduwuimislunisdndulanaznisnsesiy
9199 detunishanuslulddalasudsslevidanasansyuiunis Ae A3ins (routines) wag
#imns (direction) &slafgatunisagleunsenisuaniUisunnuisenitayanaiingites

1 1Al 1 4 PN a ] gj
WuwaAigesnisanaloudetausiusnioluusunaniziniuy
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fianns (direction) manedsnszuaumsityarafifinuidiinisnssshaesyanady
Tnglalldtnelouanusdunngiuvesfiemsdulusiyanamaniu femafedestumsee
Toumdsvdonisdndula lildnisdenenanuifisndulunisiadulamdniu faduluus
Msdeszyindunismaunuanug fedradu Wendnnudendnnudidevigineg
Wi gmiangiiniuniednsidegnsls udwidunsuidymaudduusimnualae
ATom5y wilnauihendmimalaefidaieslilfiianag FodudleYeymiiadnondetu
Antusnadsluewan widddannsaiinsuidgmiodld TnglifeadondiTeney

Av¥ns (routines) \Badiosfunisldusslomiannanuiitsegludunou ng uay
ussiaguiithmemgAnssulueuian Aatnsldinailuntsiaun %@%uagﬁ’u “msedouetns
doiiles” AntnsanunsovilidusmluiBeunisldmaluladarsauma wulussuui el
AmeulanzuuUaluiRnnguang dmsuimnsmasun AU uay fliuinisgndn
TwhusadeafuszuuiamsadudasmddldmnufinnuneifsfumisduiudszningUasd
waraunu Lwimmiw%aﬁﬂmamﬁ'}ﬁ?ﬂﬂé’gﬂﬁamﬂﬂE"J’mﬂﬂasm q uonNiisruuTes
aqﬁmimadauimg%gﬂL?ﬁsuﬁuu1G’T’JEJﬁﬁmﬁa%vWEJﬂismumimqﬁjﬁﬁ]mﬂiuﬂdm

PAFINNITY

zuuﬁ’ﬂmiaﬁﬁm’mi (knowledge management systems)
Y I3 1% = Pt I3
FEUVINNITB9AAIU] (knowledge management systems) AD szuuiltlueAns
9g11IEANNAEAINTIUNITIIUTI UasmeunsAuinelueeing seuudanisesnaiiug
aunsaldiiaiiuyarvesdunsndaiuianeluesdns esainseuulatuayunseuiums

%Jﬂmimmil,wugimﬁmi (integrated knowledge management process)

ANDIUFNSUdUNIYa]

1. 93ANITRIUTTTUUIANITEIAANLT (knowledge management systems) lavnsall
2. iudszautgnlatnslunszuiunisaunussdniny; (knowledge discovery) luasfnsg
UVBINU

2.1 inuvszautlynilatislunszuiunisnuinanug (combination) L olviAs
ANuswuudaLdalngg (new explicit knowledge)

2.2 vnudszaudgmnilathdunszurunisuandsuSeuisenineiu (socialization)
dielhAneu i sdneglushaulmie (new tacit knowledge)

3. viudszaulgmlatislunszuiunsduaiug (knowledge capture) lussAnsvaaving
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3.1 idszavdymiladlunszuiunisainaiueenandiau (extemalization)
3.2 ilszaulymiladislunszuiunisilavleniinaiug (intemalization)
4. vnudszaudaymladidunssuiunsudsluaus (knowledge sharing) luesAnsvesiny
4.1 fvi'mUizauﬂzijﬂmﬁ’]ﬂumzmumiLLﬂq{]ummﬁﬁﬂaﬁﬂaQIuﬁaﬂu (sharing
tacit knowledge)
4.2 virudszaudgnnladielunssuiunsudalunnusiuudauds (sharing explicit
knowledge)
5. ulszaudymladdunszuiunisussyndldanus (knowledge application) TuasAns
YINU
5.1 vihwtszaudamiladhslunssuiunmsiiiedestuiiemslunsyienu (direction)

5.2 yinulszaulgmlatnslunseviunisiifeatesiuiainsiun1svineu (routines)

6. vinuAndindulatnwesszuudnnisesdanus Nddusessdnsvesinuiniian

W TUVRITLUUINNITOIAAINS naugldaunmneidas

7. NINNNTNNINTEUUIANTBIARIINS (Knowledge Management Systems) luaaansves

yiuiifentusanaluinsoly

WeYuvasszuuIAmg AnadunY
s ¥
BIAANS
1 Deposit enduilgreligldanudanuesfanuduuudandalily

Nuiudeyanuiauna

2
v Al

2 Search Henduiidgligldnuauauesannusiuudaudlagly
ANEN
3 Browse landuiliiglvglfnusengesinnusuuudaudedaed

NFIMUNUTLANTYDIDIARIINT
4 View ilanduiltelvgldaugiegiuilenivesesdnnuiuuy

YL
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Hetduvasszuudnnis AnaduY
29AANUS

5  Download Hafduisaeligldauandinanssdanuiuuuiaud
warldvteudladeyanudnaninmeluedos

6  Rate/Comment HaruidreliglFonlfasuuunasmudaiuisatu
psfmduuudnudandaiulilussuy

7 Knowledge Filter Hafduiuanslifldaunsuinisindusuesdanug
wutdnudsssarinamadum msfndusuasiuegifuana
AnwiuuaznslviazuuLveslisedu

8  Automatic ‘Wqﬁﬁ?jbuﬁuuzﬁﬂﬁ;ﬁ%mumﬂUﬁqmﬁmmiﬁ'”mLL”@?ﬁue]ﬁ

Recommendations Aerdostuosdaudigldandum fuuziduogi

JomnuAumvasyldsenou

9 Bookmark Hardutvaelildoudninsnesdauiuuudnuiuas
WnadlusionisTusavesmanin glinuannsaitiisesd
anudvenilldogadeaelusuag

10 Mash-ups Mash-ups Aetiuudwndinduiiviauedeyailiuain
Lma'wmG]LLasiauﬁuLﬁdﬁﬁﬁqﬁﬁi'fuﬁm’fauual,%qﬁﬂlmi6]
ilafdudoynnligldnudumuasfiesdanuiuuudn
udaanszuusasionndladudueg

11 Annotate Harduidrelifadsesdarmuiuvudaudafnudnliiy
osfnNuiTiasetu flémedumunsndumuandongesd
ANUFRUUTAUAlmBunAe iy

12 View Annotations Harduddreligldruguinvosasdaruiuvudaudad
diulnedasaasdanuddus

13 Social Tagging ‘171&ﬁ%’uﬁﬂiw’tﬁéﬂ%ﬂméwﬁ’ua%mamﬁmmiuw%’@LL%’&
Tnemafiuudinadlulwdindidu vonandgldaumedus
aunsadumuaziengesinmdiuuinudannuiiniiia
lnevnau

14 Personal User Harduiaaeliglfauanunsaadauazfanistyldiu

Accounts

UAPaYRInLULeld
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Heduvasszuudans A195UY
29AANUS

15 Forums ﬁqﬁ%’wfﬁzhaslﬁsﬂ%’mummmﬁamiLLazLLaﬂL“U?iaumm
ﬁmLﬁuﬁmﬁ’uaaﬁmmiL.LUU%’mLL%’aﬁé‘]’mﬁua@ﬂmzuums
IAN589AAINS

16  RSS Feeds Wqﬁ%’wf%u%’ﬂﬁ;ﬁ%mumwLﬁaﬁmilﬂmﬂfammﬁ
anusuuutanddlniaduszuunisdnnisesdmiug vse
dlefimsusuusatlomesdauduuudnudsifosu

17 Wikis ‘Wﬂﬁ“i’fuﬁﬂhdﬁiﬂﬁqmmmiaﬁwmimﬁuuaza%’ﬁﬂ Wb
wazlsasAANUIUUTALIale

18  Blogs Hefdutidanlidldauamisnaiuazquavdonaas
AUl s ANNAnTuLasSUTlsauAniuaIn
fdusiedu

19 Social Networks HesFutdrnligldnuamisnaianiotienisdaa

paulatlagfa15UIINBAAINTUUUTARTS Jlgau

aunsanvsdupnuaulasiuiudldenuseduls
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Fifth Version of Interview Questions Part |

LY 3 a v
MQUILEIANITIY

Aean1Insulymmiinduluudaznszuiun13veen1sInnNI1sANuIlueeAns Lite
Uszuhileaiduresseuudnnisesdnnnuiiiesdnsiley anunsauitayasnanileviell uag
WeAunIIziinalulaglatranamisatisundgymidaindila drldsiensilendui

anysalnTuvesszuvdanisesdanus ieiluussloviuiesinslunsiannssuusely

AN91NAA21L AN85UNE LasAIaIUdInSUduNeal

A1910AANLAZAIDSUIIAINTUNIZUIUNITAL)

Discovery
« Combination
« Socialization

Sharing Application
—p + Socialization ~jp——Jp « Direction
+ Exchange + Routines

Capture
+ Externalization
* |nternalization

NITUIUNITAUNUBIAAINNS (knowledge discovery)

NIYUIUNITAUNUBIAAIN] (knowledge discovery) nangiis n1siamwIAIUIUUY
Fauda (explicit knowledge) 3o AuAdadnagludanu (tacit knowledge) 990013
suudeyanieanuiiiu nsuanivdsuiSoudseninaiu (sodialization) kazn15inde
wilnalnl vsensaiaiusiingannateuen

ANUSLUUTALA SV 9 EQNAUNUNIUAITHUINAIILS (combination) Iagiiian

¥ U

YoIAUSITYNAUATIEVITEAT 1R sAAN S IaNdudounNTY Mpgudy Lienainisasng

Y

14 ¥ (23 ¥

Jolaualilinugna anuiuuudauds Yeya uazauinulsegludeiausnieu 9193wgn

Y Y Y

v

dnswiuieaiadudeausTvid uenaindl madanisvinniieeyaoivgniunldiiie
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AunuALduudsEisdeyanuudnuds deorathlugnmsaireguuuumsaansainiens
SuunUszianiiaiiannuslve

mmiﬁﬁ]qﬁﬂagﬂuﬁ’muiwﬁ 9 LYNAUNUNIUNALNYBINITTALNAIM T IAY
(socialization) Msdaas1zvianuifiiledneglusnnu lasundazsiiunsyiAanssusuiy
WINNTIINMSREUNT DAL UEINMEIT Fegradu n1snnudglininaulniteus uay
dnlarudnvesniinauaudu qlussing vie uwlinseienisaunuiuuuldidunisnis e

wusluanuiseninnguans q nmeluesdng AestgliAanisfunurnuiing 9

N3EUUNMTIUANNS (knowledge capture)
L 14 < o v o v v =
msduaNug (knowledge capture) {Wun1sUIIAIUTIUUTALIIULaEAUINREN
' o ANa o a a & A ' I3 v v ! %

adlusinuniiogludiau dsUseAvg niendlvsuvesesdns Widwegnelussdnsg
WANANUANUINGNTUD1BLUBNVDULYABIANT LU INNUTNW AUYS gne Tnnateeos
wazwigIniveantnaulvdvesesans ievilviianisaiesnnuindlagnisdauasuln
wilnnuuanseanlaegwazan wazlinisnevausiaaulaINNENNeyIliAans
1991uase nszuaumsIuanuiUsenaulusiie msadnanuieenaindinu (extemalization)
wag MsileanIeniinanu3 (internalization)

nsainA1u3eenINAIAU (externalization) Wgavasiunisiuaniuifiiladneaglu

Y
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saudugluuundaeugu /1 wwafa nm wiamwidugdiduse Wualuaulue n1s

Y
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=~ = o & vl o < gy
Wiguiigu uwagussens) nszuiunsiviswdarnuiiiadnagluiiau ilugduuundaiau

Foibiyaraduqlunguaunsaitilalaitedu nszusunisihillunssuiunisisanaiuin
o =2 ! Y Y < d' i = Y o O o Y a
ws1gAuiniednegludiau Tnagiluseseninasdoarsla dwlunisviliianas
externalization a1avilalaanisldnisguinguluetiufeanudlanasuszaulymiegnmil
aglavesdnAunils Mag19vIN1sIn externalization AefiufUsny Weulenaisesuie
a da yyva v o Y I3 Y v oa 3 ax o g v o & i v
dendulaseusinediueadnivesgnai §usmsesdns waglsnsivinliaudusagaelule
Y A S @ Y valy o Iy v a =
mef enasiidudunisiviennnuiniddnaglusaauilamanaundnluiuyneu
& ¢ v . . . & v o v & Yooy =
nsilanseniinaus (internalization) Aenisiuasmnusuuudnudaduanuiniadn
Y & a & a = v vao v [ a va A 1%
aglusau LJURUIARRUANTRINSISEUS ANUITTALIIe1agnTauTINeglunsuURiielv
yaraiilasuanuiansaUsrauiuiinaudugneUssaunn viieuanaaalasuausniadn
aglusnauluanunisaliadiouass lneniseugilonseiiassnivesyanadu nielagnis
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grunildaiedivuinnssunmsimuvendus uar  Seuzannvidede msiSeuiivil

USnwuazasAnsanunsaduanuindeglunisdela

nizuaunﬂiLLﬂa{]uﬂQﬂmi (knowledge sharing)

nsuUsumug (knowledge sharing) fia AsdaaNsANILULTALISULALAINIT
3

Yo

fedineagluimauludiuama nau dhe v3e aedns Iaennisaeleusziealiusednsnn {3y

apuinanuiilaiiganenaziiausiuldanusels Ganudddureaiuslilymuuzi
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[ Yo Al

MuAN3 atudsunlasuanuinldsindu Fesawnsaduiunisle 4 suanuiilasu

Y

1la

= I

msudsiiuanuifiiadnegludn amnsasildlaenislénalnnisdainaimadny
(socialization) lshazneliinamuslvmivielifiny fudunssuiunsdanamsdanuiild
dufumsdununnng wegnsustiuanag 3sliumndnedu wilsihinssuunsiluldena
WANA1IAY FIBE19IY N1TUTEYULUUMAB (nalndiBelmAnnistainaimisdens) 819
Rendosiumsnu-neu sevifdauazdiuamd elviAnnsutstiunnag Tuvasd nns
Usprunuudrafdddsuuuuresnsedumeviensudiilymiusuinntu asgnlfifiely
Annsasennusiv

msudstiuauiuuudauds anmnsaildlaennslénszuiunisvesnisuanideu
Au¥ (exchange) Faagldlunisdoansniedielounuiidaudssznirsyana nguunaz

v b4

BIANT NTTUIUNITVRINISHANUABUANNTHUUTRLT iuANAaINnseUIunTtdlunis

¢ {

doansteya fegratu Alaniseentuundnduaignatalouainniniuaunildldidnau

wils Fantinauguanansaldrnuiuuutaudsugiiomuiy uenantinmsuaniUaewenansi

ausaldiienieleudayalaguiu

nszuIun1sUsEEndldaus (knowledge application)

n15Uszenalinmus (knowledge application) An nstderauiniledluldiie
YSudeunagns uidgymilnig wazuSuuiassansamluedns nseuiuniseeanis
Uszgnaldanuiduediuanuiniley wazanusioaduadiunseuiunsaunuaNus 153y
Aug wazniswuestuainus lunisussgnaldainug uaranldussleydainanuil
o & W % Yo oo @ da v v A & v a o
Tufudsailanug dndutunfenisidanusiierdunuimslunisdndulanaznisnseyiy

9199 detunishanuslulddalasudsslevidanasansyuiunis Ae A3ins (routines) wag



218

firma (direction) @lsiAgafunismieloundenisuaniuasuanudsenineyanadiieitos
JuuAfiesnsagloudeiausuusildluuiunamesintdy

fianns (direction) manedsnszuaumsityarafifinuddiinisnssshuesyanady
Tnglallgrnelouanusdunngiuvesfiemsduluiynnamaniu iamafedestumsde
Toumdsvdonisdndula lilinisaenenanuifisniulunisiadulamdniu faduluus
Msdeszyindunismaunuanng fedradu Wendnanudendnaudidevigineg
Wi gmiamgiiniuniesdnsidoddls wdasiiunisut Jaymaudduusifinualag
302wy wifnauihondmimalaefidaieslilfiianing FodudleYeymiiadnondetu
Antusnaddluewian wdshiannsafazudtymieslalaglidesSondidensy

Av¥ms (routines) iadiosunisléusslowdarnanuiiiteogluduneu ng was
ussiaguiithmengAnssulueuian Aatnsldinailuntsiaun %@%uagﬁu “msedoustns
soiiles” AntnsanunsovilidusmluiBeunisldmaluladarsauma wulussuui el
AmeulanzuuUlusiRnnguamg dmsuimnsmeau AU uag fliuinisgn
Tuhueadeafuszuuiamsaudasddldmiufinnuneifsfumisduiudszninaguasd
wazgunu Lwimmi‘m%ﬁﬁmaLuﬁﬂﬁulﬂlﬁgﬂ doansludiyananieg uenanissuuaes
aqﬁﬂﬂmaﬁauimyj%gﬂLGTJauﬁumﬁasﬁai’mﬁa%maﬂizmumimqqsﬁfﬂmaiuﬂdu

PAFINNITY

zuuﬁ’mmiaaﬁmmﬁ (knowledge management systems)

J¥UUIANITBIAAINS (knowledge management systems) B szuuildluesins
Wesrsanuazaanlums 53059 uazweunsanuinielusadng sruudanisesd
anudamsoldifiefiuyarivesdunindanuinisluesdns iosanssuuiatuayu

ﬂi%U’JumifﬁJ@ﬂ’]iﬂ’)’]ﬂiLLUUgﬁm’]ﬂ’]i (integrated knowledge management process)

ANnIUdINSUdUNIYa]

1. 93ANITRUdsTUUIANITELAAILS (knowledge management systems) lansall
2. udszautgnlatnsdunszuiunisaunussdniny (knowledge discovery) luasfng
YDIVIIU

2.1 vinuvszautlynilatislunszurunisnuinaanug (combination) L alviAs

ANuswuudaLdalnig (new explicit knowledge)
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2.2 vi’m‘dizauﬂmﬁniﬂﬁwqiuﬂszuauﬂwsLLaﬂLU?{EJuL%sJuiszwj’mﬁ’u (socialization)
WielhAneu i sdneglushaulmie (new tacit knowledge)
3. inuszautgymladdunszuiumsduaus (knowledge capture) TuasAnsvaevinu
3.1 iudszavdgmiladlunszuiunisadinaiueenandiau (extemalization)
3.2 ilszaudymilatnslunszuiunisilavleniinaiug (intemalization)
4. vnudszaudymladhdunssuiunisudsluaus (knowledge sharing) lussAnsuesiny
4.1 fvi'mﬂizau{]mwwimﬁ’flﬂunwmummﬂq{]ummiﬁENﬁnasﬂuéfmu (sharing
tacit knowledge)
4.2 virudsgaudgniladislunssuiunmsudslunnnusuuudauds (sharing explicit
knowledge)
5. nudszavdymladhdunssuiunisussyndldanug (knowledge application) TuasAns
YINU
5.1 vihtszaudamiladhslunssuiunmsiiiedestuiiamslunsyienu (direction)
5.2 viuusvaudgmilathslunseuiunsiiiendesiuioinslunisviheu (routines)

6. iuRahilsidulatnsvesszuudnnisesdrus Adndusessdnsvesinuuindan

Cale

W TUVDITLUUINNITDIAANS naugldaunneitas

7. NIUNTRITUINTEUUIANITBIAAIINS (Knowledge Management Systems) TuasAnsves

yiuiifentusanaluinsely

WeduvasszuuIams Anaduny
I3 b4
BIAANS
1 Deposit Handuilielvgldanudaivesdnnuivuudaudslily

funiudeyannuiaunans

2
v A

2 Search Henduiiigigldnuauaussannusiuudaudlagly
ANEN
3 Browse landuiliiglvglfnusengesinnusuuudauddasd

N5IMUNUTLANTVDIDIARIINS
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5  Download enguigrglvgldaumniivanssfnnuiuuudauds
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3 1% LY Y Ao [
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7 Knowledge Filter HentuilnansligldnunsuienisinduduesAninug
WUUTALIITENINNNTAUMT N15IRduulzluagiuaIy
a 1% o cu'
Aniuuazn1slvinz LY IrlvTedY

8  Automatic landutiugd g ldaunsuieranuindauiaaugn

Recommendations NetesivasRauingldauauml Amuustiduegiy
TomnuAumvasyldsenou

9 Bookmark Hengureligldnulnuninesdanusuuudauduas
dinaslusenisiusavesmnin gldauanunsadifes
Anudvantilnegisiemelusunag

10 Mash-ups Mash-ups fAetiuudnnainduininauedoyanlauiain

i o A vy fu A v a o \
wvasinaquazsuiuie lviifledduvseteyaidednlnly
Henduiiougynlvigldnuauniwazsesanuswuuda
LAIINTTUULAZUDNWALATUDUS)

11 Annotate Henduilvrglvigasiesdnnuiiuudaudsdauinliiv
DIAAMUTNATIVY {518 BUANTAUNILAEITENADIA
ANUFHUUTAUIIlamBunAeiu

12 View Annotations Handuildelvgldauguiinvesesdninuiuuudauded
AT TG NN PRI

13 Social Tagging e duiliglvgldausiueiuigesdnnuiiuudnuds

Tnensiiuuinastulndaiu wenandgldnusedue
ANUNIDAUN AT UNGBIAANUTUUUTALTI NUANTILIY
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Sixth Version of Interview Questions Part |

LY 3 a v
MQUILEIANITIY

Aean1Insulymmiinduluudaznszuiun13veen1sInnNI1sANuIlueeAns Lite
Uszuhileaiduresseuudnnisesdnnnuiiiesdnsiley anunsauitayasnanileviell uag
Weaumaziimalulaglatie nauisadirswndymidainaile drlugsienisilandui

anysalnTuvesszuvdanisesdanus ieiluussloviuiesinslunsiannssuusely

AN91NAA21L AN85UNE LasAIaIUdInSUduNeal

A1910AANLAZAIDSUIIAINTUNIZUIUNITAL)

Discovery
« Combination
« Socialization

Sharing Application
—p + Socialization 3 « Diraction
= Exchange * Houtines

Capture
» Externalization
» |nternalization

FUIUMIAUNUBIAAIINS (knowledge discovery)

NI¥UIUNITAUNUBIAAIN] (knowledge discovery) nangis n1siamwIAIUIUUY
Fauda (explicit knowledge) 3o AuAdsdnagludanu (tacit knowledge) 990013
sunndeyanieanuiiiu nmsuanivdsuiSsudseninaiu (sodalization) kazn15inde
wilnaulvi vsenmsaiaiusingainnieuen

aruduvudaudslual 4 azgnAunuriunisuuanamy (combination) tneiian
voImuiargnannTIey iieanseadeuslmiidudounniu wu Wedesnsardeiaue
Tnilifugnin ssAnsonavztheuiuuudnuds doya uazanuiiudsegludoiausron an
sufudioatadudeiauslni uenaind orvdinsléimadansvimiiosdoys Weduny

AnuduiussEnidayanuutandailugnisaiinnusinig
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anudiileadnogludaaulnig aggndunurtunalnveanistainaimiedeny
(socialization) mié’qmeﬁmmi“ﬁqﬁﬂa@ﬂuﬁmu [ARtuaInNIsYNRINsITLAY 1A
NSWUrIaALUEIRIE3T WU MIRneuglindnaulriiseus wasidilannufnues
wiinauAudy o Tuesns yonand msaunuwuuldidunians LﬁaLLﬂqi’jummiwij

nausemeluadng sxteliinnisAunuausln q

nsxmumsé’ummif (knowledge capture)
v 1% < o 2 LY 14 v =

N59uUANLS (knowledge capture) LTUMSHIOIANUFLUUTALDS LagauAReEN
aglusau Niagluiau F1Usehivg MTeMiENUTeIeIANT TIUNIANNIIINMLUBNBIANT
Wl NN AYs gnAn Funaneiess waswednsitvamtnaulriivesesns i
agn1eluaeAng

N15ainAN3EENINAIAU (externalization) Wgatasiunisiuaninuinidneglu
(Y < Ao ! o a = & < ' = o ¥ dl'
fa luguwuungaay Wy A1 weAn 21 vsen1emduguilusie duilviyanadusly
nquausalalainedu

a ~ [V . . & 9 ) Yy & vl

n1silanserinAug (intemalization) AonnsulasmuzkuuTaLe LuAu3Nis
= I o = Yo o i = N oA 4' = °
anaglusau Fayaraealasuauiainniserugilevisalsessnvesuaradu viselagdnaes

WUU 138015119889

nszuIunsHUIduAdm3 (knowledge sharing)

I

nsutsiiuaud (knowledge sharing) Ae n1sdoansANFuULTALTLAT AW
Hedneglusauludyana ngu fhe vie adns Tnefinsaeleuassasiiuszansam §5u
wdoninanuiladfismefiazihnusluldaudeld dsiuvstufeauslalvmuuzi
MUANS

mMsudsdunnuiiladneglusiau annsaildlaenisldnalanisdmnamisdsnm
(socialization) nszUrUMsTRNaMedsALAldd MU A uNUANL L MsuUstunng
Hulsiumnnedu wishinssuunsiluldeaunndetu

nsudstiuanuiuuudauds anunsaildlasnnslinszuiunisvesnisuaniaey
A3 (exchange) Faagldlunisdeansudedelounnuiidaudaszniteyana nquuay
99ANT NITUIUNTVBIASHANIABUANLSLULTALTsRdendsfunssurunsiildlunis

doansvoya
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nszuIuMIUsEenaldadnug (knowledge application)

n15UsEgnAlyaI1u3 (knowledge application) fie ﬂ’liﬁ%am'gmiﬁﬁag}iﬂﬁi’ﬂﬁa
Ufudsunagnd uftgwilnig uazufuuseuseansamluesdng nszurunisvesnis
UssgndldanudTusgfuemnusiiiley Ssuegiunszuaumsdunuanud maduad uas

nswdatumaus lunisussgndldanud yaraiildussleviananud lddndudeadila

q Y

<A

awd dsidduifenslinnusiterdunumdunsdadulauaznisnszsieine

fianns (direction) manedsnszuiumsityarafifinuidiinisnssshaesyanady
Tnglallgtnelouanusidunnguvesiiemeiuludnyanamariu fmmaiedesiunsde
Tousdwienisindula lalldmstenenamifisndulunsindulamdriu

Av¥ns (routines) iadisiunisldusslomdananudiiilsegludunou ng uag
ussinguiithmemgAnssalueuan AaiasTdaalunisfau %ﬂ%uagﬁu RN ADIIA
seillos” uazanunsaliinaluladansaumaniinuss dnamlunissiuswiatng gulu

sruuidninddmeulansiuusnludAang uaus (knowledge base)
ixuuﬁ'ﬂmiaaﬁmwﬁ (knowledge management systems)
J¥UUTAN1594AAUS (knowledge management systems) fia seuufildluasins

e uIANNETAINTUNTTIUTINRAEINEUNSANUI g luesAng

ANnIUFNSUdUAIYa]

1. 93ANsTRIMUTsEUUIANITEIAAILT (knowledge management systems) lavnsoll
1.1 Tuesdnsvesing iSuldszuumsdanisesdmnuiiniduszeznanunuyinlvg
1.2 szuunsianisesinnusluesdnsvesinuy Ussauanudnianialy egls
2. udszautgymlatnslunszuiunisaunuesdaiys (knowledge discovery) luasfng
UVBINU
2.1 viruvszautlynilatislunszuiunisnuanaud (combination) L alviAs
ANuswuudaLdalng (new explicit knowledge)
2.2 iuszauymlathsunszuiunisuanivdsudousszninaiu (socialization)
dielhAneu i sdnaglushaulmie (new tacit knowledge)
3. viudszaulgmladnslunsyuiunmsiunius (knowledge capture) lussAnsvaavinu
3.1 iudszavlymiladlunszuiunisainainuieenaindiau (extemalization)

3.2 viwdsgavdaymilatnslunssuiunisilavIeniinanus (intemalization)
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4. vnudszaudymladidunssuiunsuusluaus (knowledge sharing) luesdnsvesviny
4.1 fvi'mUizauﬂzijﬂmﬁ’]ﬂumzmumiLLﬂq{]ummﬁﬁﬂaﬁﬂaQIuﬁaﬂu (sharing
tacit knowledge)
4.2 vinudszaudgnnladislunsruiunsudadunnnusiuudauds (sharing explicit
knowledge)
5. vnudszaudymladhdunssuiunisussendldanus (knowledge application) TuasAns
YDINUY
5.1 vihwuszaudymilathslunssuiunsiiiesdestuiiamslunsyienu (direction)
5.2 visvaudgnilathslunseuiunsiiiieadesiuioinslunisviheu (routines)

i a ¢ v o s v o & ] ¢ | A
6. ‘1/]’]uﬂﬂ’nﬁﬂﬂ“U‘quﬂUN?JEJ\‘]’i%UUR]G]ﬂ’]iENﬂWJ']@JE ‘1/17\]'1Lﬂumaaﬂﬂﬂiﬂaﬂﬂ’]uuﬂﬂﬂqm

e uvaTzUUINNITRIAAINNS naugldanuningtas

7. NINNNTNNITEUUIANTBIAAINS (Knowledge Management Systems) luaaansves

yiuiifeantusanaluinsoly

WenYuvasszuuInnsg ANgsUY
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BIAANS
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funiudeyanuiaunans

2
v A

2 Search HeAduildgligldnuauauesannusiuudaudlagly
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FAuds
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wazldvseunludeyannuiivaiiinelunios

6  Rate/Comment ilanduiligagligldanuliasuuusasanudadiunesiu
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wazLysesRAUTUUTALale
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19 Social Networks Wﬂﬁsffwfﬁzbaiﬁ;:iﬁl%’mummma%ﬁqm%mhwwﬁ'mu

paulallagfiarsunanesdAuILuutauds gl

ansawvsdupnuaulariuiuiugldnuseauls




Appendix B

Interview Script Part |



Interview Script Part |

Organization A

Aranud 1: aaﬁniﬁuaWhuﬁizllil{fﬂmsmﬁmwi (knowledge management systems)
Tonalki

fmau: §n15i SharePoint uldldUssanas 1 U Aouwdhiliinisld portal neluvesusias
wun wazinsld web portal @ customize Tunniadlunisdeansiieatu resulation sineq
UaqUuiins promote SharePoint ag19u1n waldrssiiauld uavlifnitagdszay
AUESD izuuguﬂaﬁ’m Intranet Portal, Share Drive, Content Management Systems,
E-learning Tdununnnda 5 U uagddninuszauanudnsa

A1auil 2 vinudszaudguilatiddunssurunisdunvasdaiiug (knowledge
discovery) luasAnsuasvinu

fnwd 2.1: viruuszaudgunlataslunszulunisnuanaaiug (combination)
Lﬁa“lﬁtﬁﬂmmj’ﬁdmu%LLﬁ’isﬂmj6] (new explicit knowledge)

A1Mau: 14 SharePoint / Share Drive / Content Management Systems / Web
portals {115 promote SharePoint #inun witaymiee AuliAuALAY tool Lo15¥UULAY
encourage W ust culture wian1slduvsudazmieanulidmiioudu audi roll out tool
1 ndunans Wlaneenudnlainudagmieanuitauiudils Wunis train wuu general
Aufign train finltisenitazih tool snUsuldRUMIYhUBeafegsls toolis too generic
wudlunsuddan Andrmsasdauitd T eglu BU nauaun Aumaniazy process N1
yharnluununeues uazazdimud IT Jsanusafiazuentdinazii tool warihnldluusas
process §14l4 %38 improve process lagitls Jeyn1dnegne Ao tool 19159811 Aol login
YAN859U @519AUAUEY tool is not simple enough, access level A@519ANUdUAY 1By
n&ulUld share drive And1 31 web portals #5903 UNIATIEWNIGTU Mmacroeconomics
Content flapsdau market data fuunlinsgdfieuBoudy market data gnivaaidian

Y] wa i a ¢ A . a X a o & a Ve
'E]G]I'Ullﬁ] LAUNILAINSYINITD presentatlon NEVYUVULDN '{jiyﬁ/i']ﬂaﬂuﬂ/nslll,ﬂﬂ‘ﬂ upload Eaﬂ'ﬂ']

[

Lllagnihiuszdvesmues Saningninaunlimasize ldldsiusiudeya wnldviuauddey
Nipwelulduselemilaass visenarslilosnuusiuaudu naailn 8ndleyniAe approval
process 1oy Maulan content AU LumuTLAsauLazly organize vasAu G114 Al 111 91

Tidu auto e AnaguAdgmile
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Ay 2.2: vinudszaulyuiladrslunssuiunisuaniddsuiseuisenineiu
(socialization) alvitinaduinieanagludiaulnie (new tacit knowledge)
AMaU: LABil webboard unvaulirssdinuldual Yauruunld Line du twsizdu

save note L@ A9 Line Group {015 mention fiuldnae wadn email Mduuszdroguds &

=

NNITINENAULUY informal WienpReuaniUauiu dn13vin brown bag session fielvildag
AuuiullgwinMedindilmseuioslstne 1 age udvendugitesivugndals usen

g llduselevdorlsladng noutlaula Confluence U Hipchat Fan1de explore ¢

YeymAe wilnsuldase contribute linduasingizndrinaziea wazdlngninauaziys

¥
=

w3aliuegiu culture, norms U8389ANSHUY HUTNISARDY encourage Uag set norms

Y

12 o [

el reward system Tnzuuudinasio KPl dmsunuii share knowledge ufidliroegae
dmSuauiilideinis share knowledge Technology fitnaztewitaymils Aedesvi
wilou Line Aoidueylsifogluiindszdriuuduile convert sfuFeany auflilsdanin
TvsivFoduinfiagld naneidunsau denuly Line

Aanud 3: vinudszaudgwmnlathsdunszuaunisduaiiud (knowledge capture) lu
29ANIVDIINU

Aanuil 3.1: inudszaudgyuilatasdunszuaunisaianiiuieasnaindaay
(externalization)

A1maU: dmsua routine Wininaudeunthiianusuinseuvesies I update
azls indnaudsuasdudaues dosvindu culture 1Ay encourage 1943l debriefing 1d
ona1s Word, Excel uaaldlilu share drive waa search 9N wsziing force naming
convention Yynnfe search 910 content laila wagninaruursaunli follow naming
convention AlaedanuAnazluly Confluence wszfinag link tonansle

A1 3.2 vinudszaudgyuiladislunszuaunisilansondnaaiud
(internalization)

Amav: il e-learning 39 active IN128IANTTIAU druluaiiu video, animation
Wndnaudiunssusuarneuainiuluneuaniing Call center 31514 training

b4

. . = 1% ! a 1% v v & Y =
simulation Aald call t9anAnsidnun wdnaudn susedymiuvuiiavunagials 4

Y

database iU call 111 9 Ygyn1fie knowledge loss s¥1319N1338U3 Ws0v199zALlUuA"
waazlrlulailslnidnseundiies wuanisuAtgyni a5l transcript ¥89 video s
translate all conversation in video Wa281 searchable laaz89d 1ielRaiusa refer

naulumenuindensla Andn tool WuuAdiuuszneu nangde culture
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Aranudl 4: vinudszaudymladnslunszutunisuustuaus (knowledge sharing) Tu
29ANTVDWINU

fauil 4.1: viuuszaudgnlathslunssusunisudeduanudiilsdnegludaau
(sharing tacit knowledge)

fnou: neuiild Line Wuvdn JaymiAdithe mihauueeulides contribute fges
adulidu Kl 1des produce orlsoanin uwwseenulugunuulaguuuumia Pantip 1in
gneuliarszaunarsunduanuiianss @i database big enough ufiSesiidnaula
dnfzdnluvesaudueueedu wilou Line foduainauliaise a9 sticker

Aanudl 4.2 inuvszaudgvnladislunszusunisudstuanuiuuudauds
(sharing explicit knowledge)

A1MaU: il SharePoint Lald Share drive 1udaulung 14 e-mail AU Line Tunis
share explicit knowledge f1e Ugyu1fse Tu Share drive 9% search by full text laila
search by name laeghafen Alaefas force naming convention anineulaivitany Aay
onashiae AITUTUUTS search function, categorization
A1auil 5 inuuszautyuiladalunszuaunisuszendldnatug (knowledge
application) TuasAnsvaswinu

A1a1ufl 5.1: irudszaudgulatcdunszuaunsmiieatesiuiianisluns
191U (direction)

A1MBU: Form or procedure lun1svinauaziivegly share drive Call center 14
salesforce CRM 12@1 launch product Tnal 2¢1% Business Unit (BU) 14U brief 19 call
center 3 udAfifudl convert Aumanilifiu document ldliluszuu daywide BU laidi
2zfasly brief TWils ueiignsedudaiAuly 1 procedure AdaLaudn d1a¢ launch
product nils Fosdituneuszlstheil BU g Jaymdeszuud Tauulunisistoys
Juun arvvsunszdoyaivey Loz relevance vastioyadlifissne vilsaay
wiugvasdineuanat Ant Al Unagyhld Ae detect Jymdaudfignénlnsidunias 41

<

anddulas orsualideagusean fiae manage dals agly agent Ussianlvu doasaud

Y
= [ a = 1
W duiiveunsel
A101u# 5.2 vinudszautguilatnslunssulunisiiieadesiuiadinglunis
11914 (routines)

AmaU: i MIS 1% Tableau wazn1dsagyin data lake 1ievin data analytic Uil

19 Tableau wiiafsdoyanislu performance u1nn31 lilddeyaiiilu knowledge aanun



232

3399 10U dashboard 11nn31 Ygymde deyalalaivedlunifesiu liladinisAindanisiiu
ﬁﬁaga unstructured data Lﬂiu%agaf\]m social network, e-mail, conversation in chat
program Andly Al vilal scrape wae classify Yayadnludia wu chunk of email

o o ' a ¢ & 0% o ¢ ¥y ao & ' ¢ '
ANDIUN 6: Vlﬂuﬂﬂ’a’]ﬂx‘]ﬂ‘duelﬂw]\i‘ljaﬂizUU’ilﬂﬂ’]iaﬂﬂﬂ’milg NAUUNDDIANTVDINU
UGN

Amau: 1. Convert mm%ﬂunﬂgmwﬂﬁﬁu digital form once it is in digital form, we
can share, utilize it. 2. Search 84 search 198

AIDUT 7: NFUINAITAUNT15EUUTANTB9ARDINS (Knowledge Management Systems)

TussAnsvasvinuiinenvunssaluinsall

AMBY:
Heftuvasszuudnnisasdanud 1/kaidl

1 Deposit 3
2 Search 3
3 Browse 3
4 View l
5 Download 3
6 Rate/Comment 3
7 Knowledge Filter il
8 Automatic Recommendations il
9 Bookmark il
10 Mash-ups il
11 Annotate il
12 View Annotations il
13 Social Tagging il
14 Personal User Accounts il
15 Forums X
16 RSS Feeds l
17 Wikis Y
18 Blogs il
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d )
~
.
pd )

W Yuva95EUUIANITDIARNS

19 Social Networks 1

Organization B

Aranud 1: adﬁnﬂawhufli:‘i.lil{fﬂmsa\iﬁﬂ’m&Ij’: (knowledge management systems)
Tonalki
A1mau: I Web portal sauntusesdm3u IT support 1y public Iauuanidnan
Joymleadsldunuinnda 5 9 149 Share drive waz Goosle drive Lﬁ@LﬁU%@%aLLazLLﬂQ{]uﬁu
nuluesAns Share drive lou1Uszunes 2 U Google drive wa1ay 401514 Line, Trello
d1m3u collaboration wagddniszuuiidiegléanuldd uazUszauanudnsa
A1auil 2: vinudszaudguilatisdunszurunisunvasdaiiug (knowledge
discovery) luasAnsuasvinu

Anwdl 2.1: vinuuszaudgunlataslunszulunisnuanaaug (combination)
Lﬁa“lﬁtﬁﬂmmj’ﬁdmu%LLﬁ’iﬂmjS] (new explicit knowledge)
A1nau: 19 Web portals / Share drive / Google Drive 14 Web portals Weliusiusa
Haymfieudunay Jymiidauunaudess Adrluasiadu Tips Waudauneu ladlad
bot §1n15 search by keyword I & category Uszanauils udrfazdsluniauiiiendas
Google Drive Uayye net au fi access laila wazn1sRede file lalil standard n1sea vk
yaaien parluuudgludousfiven Fe file liAeatuiilon idsuasmenn
NANSIEEe wumauAly sede file, 1d keyword v3slonsyuuInAsaULiie lidsde file Tng
WUINAuYRLAKAE running sequence

Aanud 2.2: vinudszaudgmlathddunszuasunisuandsuSsuisznineiy
(socialization) e lWiiAaauiiiidlsdnaglusianulia (new tacit knowledge)
Armau: 19 Trello ifle track 91 928 activity nnasiwﬁﬁw i log uay access level dspsld
email dguAtiagas Ansafiuauuenly email waz forward Wiaulu 401519 Line chat, Line
Group gy Line viauvsazlsluuds chat lna audiunguliiu visiiesnlierunnau
wiAufiundag it vl knowledge loss wazAuuaLliiAes contribute U3
senlanuAniuIINnALLAlaNIwAUIAY aenlilasnaudias mention LA WWINNY
ity e1adeanseduitfessunnauug wiena chat lulidu reference Triawit
lumgulafieudinazau chat luudq Trello limpeiidym ins el notification naes

&30 search 191 AANYY) twitter
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Ar0ud 3: virudszaudgniladnslunszulaunisduainus (knowledge capture) Tu
29ANSYBIVINU

Aanuil 3.1: inudszaudgyuilatasdunszuiunisainaiiuieanaindany
(externalization)

Amay: wilnwdeudeyaniuiiluenaistilu soogle drive, note in Line iu
adladmiuninawlv Jymde desld effort ungulunisviienats uaz Mnane tool
nszdnnsza1eiull %a;gammi&wiazaemmzmaag’wmaﬁ svuufinisdsuntainaen
dynamic vilinenansdin Jayvnde niindiihels uwdliansnsadessnunld asideu
falslimudile Sale vau3iAeaiu product wazndunseadeuenainieaiu software 7
Y1808NUT 919792401 Web analytic Lﬁusﬁagamaﬁwmumamuﬁ'ﬁwm ivadndnaudulug
ﬂjauawmmwuﬁmﬁma %30 Al 177

A1aauil 3.2 inudszavdgualadaclunszsuaunisilanFeniinaaiui
(internalization)

A1maU: il e-learning, online training WALy mentoring RQ]'U@:“W‘LE%IEN Tdsguunas
U1 mentor ABd approve NaWag publish content AA1E4 content approval system L
d1w3U graphic agld35AuMmafa il training simulation wilives sg1nnAgaUILIAIGNA
1101 Aznaudils
Jaymie 819928 knowledge loss 119 wigasenfanisviig dwhdesq wagliisouiuaye
fagdlfloshmsasiuuulnuiaaings wamaudlufesiaagdaaiailiiing training uwaz
on the job training uUsd1 @519 career path daly train ¥3ea51ausagdlaann Pl
e-learning Aagd ualiiiianvi
Aranudl 4: vinudszaudgymladaslunszurunisuustunaus (knowledge sharing) Tu
29ANTVDIVINY

faud 4.1: vinwuszaudgulatidunszusunsuvsiuanuiiilednegludaau
(sharing tacit knowledge)

amau: 14 Line Asanundumndn, Trello Usym Line vianuvsorlsluuda chat tna au
ansnulaiviu visitesnliigunnau wiauduiiagliviuiu vils knowledge loss
wavAuueAuliides contribute unsiteenlianuAniuanynAuwlatLAUIAY BaInlH
lasmaufias mention 1M1 wWINUATY 819RBINTEAUIRBIBUNNALLE ¥38NA chat
TUulidu reference Tinuidnlumeulanaudiinazau chat Tuuda Trello lireeifideymn

w51l notification WNoEIe @nsA search la AR1EY twitter
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Aaudl 4.2 inuvszaudgvnladiclunszusunisudstuanuiuuudauds
(sharing explicit knowledge)

AIMaU: 14 Web portals / Share drive / Google Drive / Trello W team
collaboration tool 8&1anils Trello Tauianindunisidusiuannnis Line &f Best
practices mnmméhaehaﬁﬁﬂu@waw comment L9y UN1IATIzAIYINlLE traffic
Loy uaraztenun boot eduiitelwilaudndanntu 1iulslu Google Drive a¥aiy
folder tawz wazuwslituaudu q lufinld Jgmide lifinnsifu profile vesminaul iy
119013 39 locate expert 981 AoInIuALALLALY
A1auit 5 iuuszautyualadalunszuaunisussgndldaatug (knowledge
application) TuasAnsvasvinu

Araudt 5.1: vinuuszaudgunladislunszuaunsiisadesiuiianislunis
191U (direction)

A1mau: 14 support system wagiin1s summarize 1iiduunainy d1iAa1uain
anffindendsiu fdsunanuliignanly Snisiuteyaiingld Sl search 1, classify 1§,
categorize 1a geldfidgymozls

Aaad 5.2 virudszaudguilatislunszuaunisineadasiuiaiasluns
#1491 (routines)

Amau: 17 tool export Gﬁ@yjammﬂ social Wam1v1 report weekly Tu format 983
fues Yaymfe process Loz ldiiaiuiu lal real time lai update anan 1w tiudoyanniu
JUNT 31 facebook "L;J"Lﬁmg@ymiﬁﬁmwﬁu Report llugania senvie vosU3on 9y
real time M372 WAILLBY 81998 WAWY bot uevzideian insag facebook AlUAuvas f
Avlnly bot Usy
Aol 6: vinudAndflsidulathevasssuudanisesdanug Asudusisssdnsvassinu
andign
fmau: 1. Collaboration tielinAusenANuARiY 2. Task status tracking Liiag31 1y

moutlogflas wia status Wueeals 3. Search wieli search enansiin 9 ol
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ADNT 7: NTUINANTUNTITEUUIANTBIAAINNS (Knowledge Management Systems)

Tuasdnsvasinulinsngunsraluiinsaly

ANBY:
Heftuvasszuudnnisasdanug 1/kaid

1 Deposit i
2 Search i
3 Browse X
4 View il
5 Download i
6 Rate/Comment 3
7 Knowledge Filter i
8 Automatic Recommendations X
9 Bookmark 3
10 Mash-ups Taidl
11 Annotate 3
12 View Annotations 3
13 Social Tagging il
14 Personal User Accounts il
15 Forums il
16 RSS Feeds il
17 Wikis Taigl
18 Blogs {aid]
19 Social Networks laidl
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Organization C

Aranud 1: aaﬁniﬁuaWhuﬁizllil{fﬂmsmﬁmwi (knowledge management systems)
Tvusoli
A1Aau: il Group portal €13y 6 uiEnieglunduideniu nere1uyialy fiendly 19
SharePoint 2013 & function

~ Social Collaboration wilow facebook nanlnaseslsasdudu feed

- KM : share, search, read, rating

- Enterprise search: @4A search 14 fisvuudu 949U Intranet, Document
Management Systems, Project Managements Systems
{i Department portal @14 SharePoint wileuu uslaifl social function Husdndidu K
14 search ldanglusues luwilou enterprise search szuuLfifiuA KM portal content
ostradelduniou 10 ¥ sevuiiusulsslmidldunvszanm 3 9 Andwszauanudisa
1nNNIN5TIU KMS pure (Aadis content, list of documents) faudunlfioosaiy 9
91n hit rate / unique visitor / repeated users Wena LAl activity §119¢) wielipudnanld
ot ununliudl activity evlsfanunsauluslunluiil @y E-leaming fu Document
Management Systems AlganuUseanas 10 Y
A101ud 2: inuvszaudgniladaslunssurunisdunussdaiug (knowledge
discovery) Tuasansvasvinu

fanuit 2.1: iudszaudgmladdunszuunisnuanainud (combination)
Lﬁdﬁtﬁﬂmmﬁtmu%LLa’iﬂmj8] (new explicit knowledge)
Amau: 19 SharePoint / Document Management Systems fffisruuiwey UTEUUAYT
Ty centralize laile Jeynnde mﬂﬂizuuﬁuiwmiﬂaji 1577 link WUlsdfe enterprise

I o & o

search 9193gdalunsuiu Wmmmwﬁag masvindu knowledge map iy landscape
Tngjuesvianguuism weflaensuidogaaruilvuiisuiudmivutasmheny way i
agjﬁlmu (locate knowledge) &3fiaz provide lé@adaene o source of knowledge and
knowledge 7ivfiu ALl knowledge figduasequas valid 9399 Gt error 910019
implement vneads uazsruuiueesadt user Swaannldenlunanieaty ndamiae
SharePoint search lalaa1awin google search @e search content 1¢ u#t image Lilé &4
N1wIUn1 plug in og Fazuwtadindaunulindu text file ol search 1§ Snagna
W8N search ﬁ?ﬁiﬁlﬂu smart search fignunsa suggest aglsle waUu software 7if

v =

agﬂumam §9lal support thai language ex. Watsons from IBM, Chatbot U3 % il
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knowledge na1n#ale 1381 design platform @3 flexible mﬂwaﬁﬁlziaﬁuqﬁﬁl U
content type 1y Video Sanssniinls7 500MB per file iwsnelaifu SharePoint axdn fiae
Jn service 3nfilidmsusassunin video file Aineeuazm workaround 13a1vi km f
ffnagien system 11 Inglsiaulanszuiunis aududirdiifvienivlagliaulaiideya
mmiﬁ'jmi’ﬂl,i‘]uﬁqw%hj 1570 KMS 917 #9101 business 11 & content wiuuaz wae
orocess filunstin content A wazien KMS 1us Infra vinldsuazaaniy wu
function wudl user request 41 function thuaedl hit rate ﬁﬁjm’j’l function 7iAnI1AL5aLd]
A7 function TildAesinunziuesdnsinesie Collaboration Ly webboard i1 login
ez dimuiuil Naglireefilasinasdonuesls (uild) Global practice uan3n function
s Feomazmne AussdnsnSsilegiunuazUssina fesmerenuuiuiiie utilize 1y 197
Collaboration lUaguu mobile d sy sale floonuenitui

fanuil 2.2: inudszavdgwiladidunszusunisuaniasuBeuisznineiy
(socialization) tiVeliAannuiianaglusanulyie (new tacit knowledge)
fmau: 14 Line Group, Webboard Zsweneny turn 1 sroup 7u mobile Jaymie s1uu
AUOLDNRRElUlERENIN UAAUTENDUILEEE WY IUYIN campaign #1194 911 PR promote T
ALY 1W1A3 function 3 reward system, KPI 3 committee 21AkAREMIIEIU LY
WEUNY, HR, IT Ussgauynlasung In15idu MOU 11 Tuusiazd usazu3um azdeg
contribute KM Ty eroup inlns udasituiifazly deploy Tmifnaiuazfeadnsau
knowledge sharing A section #os apply practice winlus Aoy set 18U minimum 13 A3
§9 KM award 19 uT7 9, 10 ud2 TWlusydu CoP nag Individual (Expert, Learner,
Contributor) gunmsidanldszuy aundnfessia eroup fldsnetannt Wusiasfudidaun
A1 Quota laelitnauainisussiliuly d@iusedu CoP saUaAYTNedslinnzNITUNITIIN
ANBUDNNNFAAY 1T 81913891NUNIINENEE ilnwganateusn AvsinisuTuuge
template WAZNTEUIUNIT AN139 training KM award W&I@0ALNINNTZUIUNITVOL KM 121
U spuliirmuanlaunnniinisan training Uni
Aanudl 3: inuuszaudgmnladiclunszuiunisduaiiug (knowledge capture) Tu
29ANTVDIVINU

fanuil 3.1: sinudszaudgymualatnddunszuaunisafnaliuieanaindany
(externalization)

fnau: wevhinisiuuuiinilouluneneny squeeze urtegoenInTINAY apply

= o

theory ditfiau 10 U Fesiuenn 19150 KM 919189399 A5150970 explicit AU LAIIUIN
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U tacit Megudn Whdufouifedtu Inenene1u embed process lUfinszuaunisvinau
VYDIUAAEUUINY LU NI15917 incident report Agdlaunlunsianiu checklist Laiidnvoeile
0y recommendation #3e N130319% 671989 standard ozls Fewanilienisuvas tacit
knowledge (how) TnAnnautiulidu explicit Tnesalutfflunszuiumsveu neneuas
apply process fﬁﬂﬁ’uwﬂmamm 3n6eg19 NMIeBNLUUTZUY 98 Blueprint Ssuaniild
standard 0215 §1 point lnutefiunns19an standard Fesuilfionns transfer tacit wuuly
fu explicit fiflagudn nelaudafuluserdiu fawne Tu document witeazlei tacit waz
explicit knowledge wdaaufazliddnin 1311U squeeze azlsoonainidn insizdude
wuuNesuAldoguda dnvszanas 1-2 9T wereuagda process Aaglailald tool axls
wnaneludauil faziunsegnagu de video how to Matemiaiasing mslvanssil Adu
video instruction aulndinBeafarldisdunival aufiazdrenisaufazduuuedy
transfer 3 Expert Group #ilu collaboration a1y-meu i directory Iﬁﬂuvﬁ’mmi@ﬁ’l ﬂuﬁ
expert NeeUlnu NI group & Best practices tfiulu KMS ﬂdmuﬁ% upload 16 A
9% specific Wios workflow tJuBn workflow 4 field ildfazdosiinisuenit benchmark
9nels fedsnisluu Jyme idalddidin knowledge lnu invalid wéa meuiifviléde
@ hit rate §ilaudigios Aeaeanun review s §elaifl process lun1s cleansing
knowledge a19a¢lail#fsduay a19agluaglu archive $fufl report agud uidame1eu

[ o

ufteg 3wildlvisiudu systematic 1niign 3e159n3n5Ae report senuudddlviaug 8n
YeymAe 84 identify Livuninduluusenin best U

A1 3.2 vinuuszaudgyuiladisdlunszuaunisilansoninaaiud
(internalization)

anau: 14 E-learning flual MunUszana 1-2 U ualidesadn drauiililadiseu
faglianunsadnda training materials #7199 wifinene 1z link 1175500 KM wine link
Wnnees nagiindayuilunisdnsyideu lunis display, categorize, design A19l331
machine learning is next step fUgn1 knowledge loss %ﬂL‘fﬁJuUﬂamawqwﬁmiﬁaui i
n35USUUTe Process training T9dl workshop, assignment udnduun present laflgidunuy
classroom w&afiau Fafasdl record 1lu LMS 41ldnduan present 9o udafiliiand

evaluate A8
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Aol 4: vinudszaudymladnslunszutunisuustuaus (knowledge sharing) Tu
29ANSYBIVINU

fauil 4.1: viuuszaudgnlathslunssusunisudeduanudiiilsdnegludaau
(sharing tacit knowledge)

A1nau: 19 Line Group, Tool 1un158m Camtasia #1499 AU share knowledge
Camtasia 3¢ cap ti19evasAud present 13 uaz Acculearn cap Mﬁ’lﬁ]a@:ﬁUﬂuﬁ present
vlrauitlallaidn session t Saunduunilsld widwlng azdndu meeting 1nnin way
agenda f@ knowledge sharing Line Group agliynnAe mmmg’uqmﬂﬂfi’] 1n1s1Y video
conferencing uunf JgywnAefuszuulad wifidgmlunszuiuns esdnsdaing ae
1911 KM activity ity sharing inszsiundu perception wslidléivin KM in process unsil
Wluile eanundlalaldviesls KM sharing d@aulvajaziu mass utilize rate v9an15%n
sharing Tusn ldwilounis embed km in work process 846058l budget lunasiaun
infrastructure agaufigane fuimslinisatuayuodmdon fifeunn function iy
trend & big data integrate KM, dashboard, knowledge hit rate, keyword hit rate, user
hit rate, page hit rage, &l report ATUMNA WELINYIN analytic Iﬁmﬂﬁfm

Aaudl 4.2 inuvszaudgwnladislunszuaunisudstuanuiuuudauda
(sharing explicit knowledge)

Amau: 711 SharePoint wldinsng user customize todlé usiun@vng IT vl Ao
9¥dl standard CoP template E)ng ’3'&‘17% customize lnfa workflow, roll out L%igfu, cost gn
a lilAusnanduluudu tacit or explicit wwsznaa user duau ldddaymesls
A1a1ui 5: vinuvszautguilatiaslunszurunisuszsgndldainug (knowledge
application) TuasAnsvasinu

A1a1ufl 5.1: inudszaudgulatadunszuasunsiieadesiuiianislunis
191U (direction)

A1mau: knowledge 9% field fiuanin practice Fail apply 11310 knowledge #1
vy i qamification Ty turn 184 coin dmsuuanvessietals laildamzaud apply I
WAL Auntsnlaudusie 9 troubleshooting systems &il4 search manual ¢ Knowledge
mapping = search by taxonomy Call center 9¢i5¥UU CRM uag knowledge base 'l
Apd U1 LWzl process 1un1S transfer Gﬁa%a dlod product sl A9 provide
information T# call center waxdins link call center Wwilu Group portal azdUsginu

Any Yo5a958u Talaualuy NSBITBLEUBLULBaN1 kadvilTu idea generation wadlR
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wiinufstoyatuluyviousuus flasenis idea award Aomsh KM wdasesonlusi
innovation

At 5.2: inuuszaudguilataddunszuaunisiiieadasiuiainslunis
11974 (routines)

ANMBY: 1 SAP as ERP, MIS 14 SAP Business Warehouse, Cognos, Hyperion
HaymAeaiu tool laidesd deyalu SAP Aoudnausiu 14 ECC6 unsilft upgrade 1Hu HANA

wanfiaz link to Big data feowfiag link 11 KM 1ailé link 141 KM Taease & process Tunas

a

n3raaoutoyaoguds fteitssuu MIS ffeualsigndes iu & product Fusluaiudn logic
falallsiuasu deyaunsdu update real time V198U schedule fawdl lap time Wuu1et29
il Big data ity unstructured data 1ige

Aawil 6: iuAndlsidulathavesszuuinnisesdninag isndusieasdnsvainu
anitga

Amau: 1. Content Management 2. Search

fanuil 7: n3auiinnsandszuUIANTsesdaug (Knowledge Management Systems)

TussAnsvasinuinsnvunssalutivsaly

ANBYL:
i duvasszuudanisasdanug 31/laidl

1 Deposit il

2 Search il

3 Browse il

4 View il

5 Download il

6 Rate/Comment il

7 Knowledge Filter il

8 Automatic Recommendations ATAIWRIU
9 Bookmark X
10 Mash-ups i
11 Annotate l
12 View Annotations il
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Heftuvasszuudnnisasdanug 1/kaidl
13 Social Tagging il
14 Personal User Accounts i
15 Forums i
16 RSS Feeds l
17 Wikis il
18 Blogs 3
19 Social Networks i
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Organization D

Aranud 1: a\‘iﬁni“uaeﬁﬁuﬁizuu5ﬂnﬂiaﬂﬁﬂ1‘1&Ii (knowledge management systems)
Tongalki

A1mau: 14 SharePoint e Host E]gjﬁ@i’mﬂizmﬁ TounUsgunauieu 10 U 19 Document
Management Systems 11311131 10 U @ Share Drive ldunuszuna 2 ¥ AfdninUszay
AwdFa 51 LMS 18lunns training, sharing uay expand sindudile ansnsalagillvuf
1§ ¢e device oglsAldfdl internet Tdununnnd 5 U uidadilidesussauanudnia 3
Waun LMS version Tnalihdu km u1n3u aouindneuld sharePoint fosas 14ud
communicate 9138156199 11 one-way communication @3u knowledge TLAgafun1s
197U 19U knowledge of products & services %38 process TUNISTIUREITIU 18317
agj‘ﬁ application on mobile 18w E-learning n1saevinduiflasisglimdnaudiuig
ioan cost Tunseusuntine wsieluefinand product Wislq winauazdouiunien
ousuidIunans uay application Hhllaldudwtineu investor Aldlaae Gﬁuagjﬁuﬁm%‘ app
Fdudsvann 2 U uazAnindsvaumnudsa

Arauil 2 vinudszaudguilatisdunssurunisdunvasdaiiug (knowledge
discovery) Tuasansvawinu

Aanwit 2.1: iudszaudymladhdunszuaunisnuanainud (combination)
Lﬁalﬁtﬁﬂﬂ'a'mil,l,uuifﬂLLﬁ’iﬂmj6] (new explicit knowledge)

A1mau: 14 SharePoint @7u content Adu PowerPoint nasqildaneifle e
business LUABWE NN SharePoint agiinislianieng nsld Share drive ifulenanstig
il Document Management System L3iiutanans TeyadiumIyana Lana13n14 finance
Wuszuule ualdrealatiienasiuly wsng dynamic ves business Yeynn SharePoint e

1 n57e server hildogludsvinelne ldddgymAeadu search function tns1eiing

categorize Yoya Wuf user 63 keyword Linssunnda Yaymn LMS Ao lnla growth rate

[ ' i
al 1 = v

1 YY) Y v a T Al Y . & &
3 fulsine §in13 forecast 1iuad uignsnisldanuiingandmasly dns raise 1Wuasaqly

a 1 v

ToyandaRangudne nliiaetng wiaseqiin1syin instruction a4 search fe format

9

pmid) JREEN

orls $4nsz08v folder n1suAdaymn 15imas infra alert wven user Srituitline fazld
request 1 Ty full function a1 1-2 T Feyadhs fresh usluswanilunaudn Joyadiiu
91 3-5 Y 19U campaign A7 launch lUud fiae clean vanly

fanuil 2.2: inudszaudymiladidunszusunisuaniasuBeuiszuineiy

(socialization) alvitinaduinieanagludiaulnia (new tacit knowledge)
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AMaU: 14 application on mobile Fa7du e-learning \Ju interactive learning
&11130 interact with trainer 1g1 ﬁ?ﬁ%ﬁ 3 U LU refreshment, prerequisite, tool 7l
TukesSeudoUawen wioufulurendou denauudaentuunlys Wy salesperson share
idea wowiiil function chat groupiuﬂfjmﬂuﬁﬁau@h&ﬁu i1 webboard Tu SharePoint sy
ldresTnanuesls ey auviauiddyminainisaniu employee service, email,
application on mobile @il policy and guideline g Jymfe nilnaullaesdseian una
aufaulaaasaunn course UsauRliauioueslsiey Afesli manager assign 11 e
Gulidl reward wsiviestuluiesd Badge and Coin Feneneuvirlimdy gamification 17n
T dva coin LANYDY LYY rabbit, B0U Liie encourage Tininsuunly ®3IosmAaNIsU
Aaud 3: vinudszaudgmnlathsunszuaunisduaaiag (knowledge capture) lu
29ANIVDINIU

Aauil 3.1: inudszaudgyualatasdunszuaunisainaiiuieanaindaay
(externalization)

Amau: 14013 interview aaneanudy script (pdf), video tns1z152an ddnsu
AuTiuUTEE uagauiagean UnAaziin1v document oguda uitlynidsliises
AU update document wiailoasuaurinay Asgyiienansludtuand s lilg
maintain tenaisiax niinadlisenuen visevenliasu Adeslumuiiivainauseudns se
uge wumandly 8193viudu template Tuun udaiwnldlunisvie dudu call

center azldnaluladurtroiwazinilouny SWeutdu data flow §l video @au N15lY

a

syster flUsUN33T search 1@e3isalsl 1 chatbot Hrelunisldmeuriugnd fitum update
¥ content lagtaniz (M3tanusildunndi)

Aranud 3.2 vinuuszaudgyuiladaslunszuaunisilansoninaaud
(internalization)

Amau: 19 LMS wazdl VR wungiglunisviauuiadseiay wu n1susenau cell
site 61L0u sale fn159 service hall 91a99d195UN"T training Ygyunn SharePoint At
Py LMs draulsieeld 019983 duneunisléugsennionils noutld moodle uin
WU customize Tldnud1e wihanpdne blog e enaazdiafisdaaeund
A mSeuiu AfeaUsuUge infra-bandwidth wwanieudly w1y educate Ay, train,
develop up-to-date manual Uag KUY trainer QUANGUNTNIUBYUAT LU HR, finance,
marketing, IT wiinauiinasdssadeyaninuian LMS Wit d931n application &

facebook at work 10U community Al452uAUlu group fuwawir anelu 2 T e1sazildeu
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LMS luiae Uau flegud uidu content from group lalanunsald content local et fiaavin
content Trhaulausuiasulunsinania Tagu figniau

Aol 4: vinudszaudgmladnslunszurunisuustunius (knowledge sharing) Tu
29ANSYRIVINU

fauil 4.1: viuuszaudgnlathslunssusunisudeduanudiilsdnegludiau
(sharing tacit knowledge)

AMABU: b9 LMS, Mobile application, Facebook at work (switch account
between personal and work) Usynnda content wwawiiuly aldiauls Tdawulung
thginlefienaflsitraula von content owner 41 AdledlslainasiAu 4 wit dagess vinlsr
haulatu sulmilu mobile app 71 develop Fuan Tvhezlsognsduld nou quiz, ¥ test,
chat fuaulu group 11 gamification 11178 encourage WAL

Aaudl 4.2 inuvszaudgvnladislunszusunisudstuanuuuudauds
(sharing explicit knowledge)

ANMBU: b SharePoint, Share Drive, Line Group, Facebook at work PM 9
lessons learned tAulilanizngu sz uysnou analyze gap Salulafiiuilu center us
19 sale agiiAvlu LVS 41 ThegnAuuuil azasuuulvu 33013 handle gnén (best
practices) YaymAe SharePoint Search ¢ waliiluszifouunn wagdl link U SharePoint
yosusEnaulY group ualiiléidu enterprise search laild link TU system duluusem novil

Ne1811 move LMS to mobile app wigiiteyaninausie dneylslisaniluf mobile

Y

app
A1a1u7 5 vinudszauldgniladaslunszuiunisuszanaldaqnui (knowledge

application) TuasAnsvasinu

Aa1ufl 5.1: irudszaudgmlatidunszuaunsmifsatesiuiianisluns
1197U (direction)

A1mavu: i Troubleshooting systems 1fuiieszuuwas process #ae Tdiumi
helpdesk UgymAe outsource helpdesk Tundves hardware uad sy process Néalalad
maiuduaednueidnes dwlngiionuainimiinu e3Ansiinau dynamic g9 seuuves
call center AilayA Uoya up to date syuulsi

A1anadt 5.2 vinudszaudguiladhslunszuaunisiifeadasiuiaingluns

11974 (routines)
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Amau: 14 ERP (Oracle), MIS (Bl %11 report) Way report U9dusiay app Ugyn ERP
step Lwog not user friendly W1azuAlaan1s USu process Tan step ann1svinaufggou
° = ' a ¢ U ] Y ¢ Yy do & ' ¢ '
A1nud 6: inuAndandulatnsvasszuuinnisesdninul NdnlusessAnsvasvinu
UINTEA
o < v . 1Y il 1 Y o 14 1 v [ [
Amau: 1. \iuteya (Deposit) ldtayalifagne uawihly content taula uduoluldsiels
1 feature infographic 2. Share Toya dwilantuaugfesUsuliiniueaadivae
AIDUT 7: NFINAITAUNT15EUUTANTB9ARDINS (Knowledge Management Systems)

TussAnsvasvinuinenvunsnalUinsall

ANBY:
Heftuvasszuudnnisasdanug 1/kaidl

1 Deposit 3
2 Search i
3 Browse 3
4 View l
5 Download il
6 Rate/Comment il
7 Knowledge Filter il
8 Automatic Recommendations X
9 Bookmark 3l
10 Mash-ups il
11 Annotate 3l
12 View Annotations il
13 Social Tagging il
14 Personal User Accounts il
15 Forums il
16 RSS Feeds l
17 Wikis Y
18 Blogs i
19 Social Networks il
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Organization E

Aranud 1: a\‘iﬁni“uaeﬁﬁuﬁizuu5ﬂnﬂiaﬂﬁﬂ1‘1&Ii (knowledge management systems)
Tan3alsi

AMaY: Intranet Huuuwds Tdundu 10 U Tmeunsdeyaluesdng Share Drive Aldun
uruuInnil 10 14 Google Drive, E-learning, Content Management Systems,
Document Management Systems 1131nA731 5 U & KM website 1431 2-3 U unliiroulald
M7 Intranet Steyansunnedie ninau Taseains product ulewie Sasuaniuasy
SZUUIIUAINE), SharePoint Tdu1Usznna 2-3 U And1 KM website iU SharePoint liidag
Uszaupnudise uisvuudulown

A1auil 2 vinudszaudguiladasdunszurunisdunvasdaiiug (knowledge
discovery) luasAnsvasvinu

fnwdl 2.1: vinuuszaudyunlataslunszulunisnuanaaug (combination)
Lﬁalﬁtﬁﬂﬂ’l’mitwwgﬂLLﬁgllsﬂ‘Viij°] (new explicit knowledge)

AIMBYU: 19 Intranet, SharePoint, Shared drive, Content Mgt Sys, Doc Mgt Sys
wuniidedou wilideduide, google drive 14uw ER diagram, data dict finsdeiiest 91n
google drive Ugy1fAn Google Drive ffuiites Auaz 3068 ABIABYAUTBYALNT Y38
backup to server Yayali update Gﬁayjaﬁ'LL%%ﬁulﬁLLﬂiaiﬂdﬂqmﬁaL‘Ua'ﬁ Search function
ok hireeiitlyw fithefideyalsl update WuSeswasnu 1WuasuauwdiliziFes Adosly

AuRINMIBIIUELgLee a3u § SharePoint vily 1381 post deyalu SharePoint Ay post

' I
LYY =

duse fadu audslireylald SharePoint @u Best practice, lessons learned d@aulngy

=D

sniunmduresgni Jslidesuys Fiuamsauiiieides vdeuvsuaneluunun dlaild
Wuanuauiaziiuly Intranet ¥0989A0S 19U monthly newsletter

Aanud 2.2: vinudszaudgmilathdunszusunisuandsuis suissninaiu
(socialization) Lﬁiﬂﬁtﬁﬂﬂ?’]ui’ﬁﬁ]aﬁﬂagﬂuﬁ?ﬂﬂmj6] (new tacit knowledge)

ATMBYU: Instant Messaging (Hangouts), Line Group, Webboard 1Uugneffl w3e
Webboard 57uA#, § teleconference waliiil video conference wsliiaaglaly Anaglndniu
Sanulszguas, email Jgymde nisusmduuadoninu 1l feeling azvinliiin mislead
info inlafa, ladrpeiiusy@nsan, chat lua auldsi Und chat Ty hangout agiiulilu
google agkal Webboard ffudnadivluudn lireeiinulduda
Araudi 3: rudszaudgniladnslunszuaunisduainus (knowledge capture) lu

9ANSVDIVINU
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Aanuil 3.1: inudszaudguilatasdunszuaunisainaiiuieanaindany
(externalization)

Anau: azinmsinenansluusiazides widswelviauduld ddeilnidianalieiu
HNALU on the job training fls¥uu mentoring walsildlunisnisann wan concept fawi
109 Wi model Awnanszuuld 7 data dict ilelrauduangle lildfinmsnszdundnamdy
fuens 1aile! set kP Hufivry (Judsiininaudowheguds daymide msvienashildaud
AuRLLAET iasandesddliianting 8193gl comment fiwdly develop egnaanvian

A1aauil 3.2 inudszaudgualataclunszuiunisilanFeniinaaiug
(internalization)

fnau: 1 E-learning lusfndinstaduBounesanag auus level weniflildvdu

Aunldipeas Tu e-learning 9zl content video clip, game, ppt slides fwuunaaau Jayyn

a

liresd Waullenn seuulid wioeeeiduiideniseserafuluszana 2 $ilus wag
lireefinstunldlunsineny uesi e-leaming msiluiiondney lleniiuly uvuas
an %38 complex msagidunisiSeunisasuwuunuinni slrlliseulu e-learning
aglsilaiidnla
Aranudi 4: vinudszaudgymladaslunszurunisuustunus (knowledge sharing) Tu
29ANTVDWIY

Maud 4.1: vinudszaudgmlathdunszuunisuvsiuanuiiileanegludaau
(sharing tacit knowledge)

A1MaU: i hangout Wuuiindes aglu intranet Yaymifie nsusmiluwadeniu il
feeling agvilsiiin mislead info Wlakin, luimpaiiuse@nsnn, chat ua suldsiu

Aauil 4.2: vinuuszaudgunlataddunszusunisuvaduainuuuudauds
(sharing explicit knowledge)

famau: Jymifie Google Drive fifufition Auay 3068 fesnasautayaiin wie
backup to server 4ayalsi update Fogaiuvsiulsiniloinarganieian d1u Best
practice, lessons learned daulngjaztfumnuduvesgndn elidesues Suanizaud
Aeadies videuwsuAneluusun
Arauit 5 vinuuszaudynaladaelunszuiunisuszyndldaiug (knowledge
application) TuasAnsvasvinu

A1a1ufl 5.1: irudszaudgulaticdunszuaunsifsatesiuiianisduns

11974 (direction)
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A1MBU: Call center 5% U U troubleshooting systems, 3 decision support
systems 14 SAS Miner & engine fo Adaptivate 13ld rule-based tgynfe 3 data lake us
owner Lg9g ULANTEIANTEANY ABITIUTINIINA A9 lﬁﬁﬂuﬁamwmu data
warehouse §lus data mart @3 owner fifausias departrent %am“aﬁsléi’ﬂumﬁmwﬁ Fo3
foundsluwos sl AdedluiFuiiuteya niefead process Tmi leroulasiiiedig
AINTINVDY process A1 UDs DW winouilihetimeluitesaniing reorg IT

Aauit 5.2: inudszaudgunlataddunszuounisiisadasiuiainslunig
11974 (routines)

fnau: 19 ERP (SAP), MIS Hapmie fithaiidideualsignies unieeusiadddoyasn
AeUBN 11 update Teyanelu
A1a1ud 6: vhuﬁm'lﬁeﬁ%"u“lﬂﬁqwaeszuu%’mmsaaﬁmwﬁ fisndudoasdnsvassiny
anilgn
ANMBU: 1. Search 2. Database 3. Download
Ao 7: NIUINITUIIITEUUINNTTDIAAAINS (Knowledge Management Systems)

TussAnsvasinuinsnvunssalutivsaly

AN
i duvasszuudanisesdanug 31/laidl

1 Deposit 3l
2 Search 3
3 Browse il
4 View l
5 Download il
6 Rate/Comment il
7 Knowledge Filter il
8 Automatic Recommendations il
9 Bookmark i
10 Mash-ups i
11 Annotate laidl
12 View Annotations laidl
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Heituvasszuudnnisasdanug 1/kaid
13 Social Tagging Taidl
14 Personal User Accounts i
15 Forums i
16 RSS Feeds l
17 Wikis [EtY
18 Blogs i
19 Social Networks laidl




Organization F

Aranud 1: a\‘iﬁni“uaeﬁﬁuﬁizuu5ﬂnﬂiaﬂﬁﬂ1‘1&Ii (knowledge management systems)
Tongalki

Arnau: il Intranet . duveurun HR 393 training courses (e-learning) wazdl flip
classroom 31514 Share drive / Internal Communication Systems (Application on
mobile) #in114 Line ws1g confidential n31 Luwmileu knowledge hub chat 16, group
chat 18 TueurnnuSemazWaun knowledge center Wiy customer engagernent 1w
KM process US¥nld Intranet unUseuia 10 U d7u E-learning, Share Drive, Internal

@ Y '

Communication Systems lduUszana 5 U Asdndmnsyuuuszaurnudnsas
A1auil 2 vinudszaudguilatasdunszurunisdunvasdaiiug (knowledge
discovery) luasAnsvasvinu

fnwdl 2.1: vinuuszaudyunlataslunszulunisnuanaaug (combination)
Lﬁﬂ‘lﬁtﬁﬂmmj’;uuuﬁ'mLLﬁ’]’ﬂ‘vm'6] (new explicit knowledge)

Amau: Tu Intranet & 11170 e-learning 3 Video & E-test & training record Tu app
on mobile axfifoyannuidug uazinsoaulussdnsld A wam Ing Buwd Wudnwue
informal laifeeditaymi d@2unns search A searchldtaniglu app uagwald link 13 Aay
access 19?])

fanud 2.2: vinudszavdgmilatadunszuisunisuanwdsuiEsudssninaiu
(socialization) alWitAnauiiidsdnagludianulmia (new tacit knowledge)

AIMBU: App on mobile has IM, Group chat, 14ifl video conferencing, Usyn1#e
auldifon nsedl Line puasiaiminludadld app on mobile Basiazegdlslvauges
14 onv9vsesfiulouie fnalnfiresgidesnisld Line foasuanseduimi & reward /
point from app on mobile ¥1LUu gamification d point
Aanudl 3: inuuszaudgmnladiclunszuiunisduaiiug (knowledge capture) Tu
29ANTVBIVINY

Aanudl 3.1: vinuvszaudgyniladasdunszuaunisainaiiuieanaindany
(externalization)

A1MBU: §in1599 meeting, brainstorm, coach (mentoring) dviauduiinaguds &
N3 share knowledge fuaguarnldasefilayniunin Ygymde & individual a1ean wad
knowledge loss LuI11991938 embed into work process Liilald technology or tools

gls TduAnuunesy wsedll tool Ni@u1sa auto capture knowledge 1¢ AagAun
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A1aauil 3.2 inudszaudgualadalunszuiunisilanSeniinaaiug
(internalization)

Amau: 14 E-learning U84 HR 3 content video, ppt slides lipsaddgyniazls
aranudl 4: vinudsgaudymladnslunszutunisuustuaus (knowledge sharing) Tu
29ANIVDINNY

faail 4.1: viuuszaudgnlathslunssusunisudeduanudiilsdnegludaau
(sharing tacit knowledge)

AIMBU: app on mobile which has socialization U1sAULY Line Wsi AM§IWeI81w
encourage 19114 app n1elu Jgynide 1a1da training AuazliaAssaulawinlng o1q3s
mszueey lnoiaws KM filsienuslaemll lildazas point &3y KPI ves HR viily
dleauutes Tonafiazuas tacit knowledge AtaEmIN WU 8199zdoaTaRULTY
Wlgune Wu KPl W urazauazden share knowledge IhuTiudas 2 3o fatu Ay
whRIN IS EUFIU AzANsa N eneenUnld

Aanudl 4.2 inuvszaudgmnladislunszuaunisuveduanuiuvudauds
(sharing explicit knowledge)

AIMaU: App on mobile 160y team collaboration tools 14 file L“f]ugﬂmwiﬁ
wuy link 19 wuuienansdsladle wnarsasgniiulilu goosle drive udati link uuuule
app on mobile i wiloufu knowledge hub waz activity tools uadalaifu project
management 3 corporate practice 1AAU lessons learned 98409ANS Ugynnde App on
mobile $fasdmdu Tiamnsauuulndiidu document I
A1a1uf 5: inuuszaudguilatislunszurunisuszsgndldainug (knowledge
application) TuasAnsvasinu

Aa1ufl 5.1: irudszaudgmlatidunszuaunsmifsatesiuiianisluns
191U (direction)

A1MaU: §52UU trouble shooting systems 7iM4 call center 1 Yeynnfe uday
system §4l4 integrate fiu &3 issue 0x151d1u7 119 call center azfiAuTeIv gy
Azfeslummmouanszuulnu

A1anadl 5.2: vinudszaudguilathslunszuaunisiifeadasiufadnsluns
197U (routines)

A1mau: 19 ERP (SAP), MIS (in house development) $¥UUUT®159AN1T project

a1u130 track project b uidslaifisiufstoyals lirpeiitaym
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A1aud 6: viquﬁmdqﬂqﬁ%’uiﬂﬁqwaes:vu%’mmiaaﬁmwi fisndusansdnsvasviny
mnﬁqw

A1mau: 1. Capturing 2. Tracking --> step 84113 complete task #i195lun159191U
ﬁﬂmuﬁ T ngmﬂﬁmsmﬁ'ﬁ'}izuuﬁﬂmsax‘iﬁmwi (Knowledge Management Systems)

TussAnsvasvinuinenvunsnaluinsall

ANBY:
Heftuvasszuudnnisasdanud 1/kaidl

1 Deposit X
2 Search i
3 Browse i
4 View l
5 Download 3
6 Rate/Comment 3
7 Knowledge Filter 3l
8 Automatic Recommendations laidl
9 Bookmark Taidl
10 Mash-ups Taidl
11 Annotate laidl
12 View Annotations laidd
13 Social Tagging {aid]
14 Personal User Accounts il
15 Forums il
16 RSS Feeds il
17 Wikis il
18 Blogs laidl
19 Social Networks i




Appendix C

Quialification of Three Researchers



Researchers’ Qualification
First Researcher

Academic Background
e Master of Information Systems, Information Systems
e Bachelor of Accounting, Accounting Information Systems
Work Experiences
e Two years as Regional Digital HR Lead
- Supporting regional change management and communication related to
digital Human Resources Information System in Asia & Oceania
Region
- Providing any system consultancy to HR Business in Asia & Oceania
Region
e Two years as a Business Technology Manager
- Implementing the central repository using SharePoint 2013
- Implementing Document Management Systems
- Working with Business Analyst in formulating and providing business-
IT requirements input and initial business case into IT portfolio
management
e Four years as an Application Manager
- Consulting and Improving Oracle Human Resources/HP Project
Portfolio management/Learning Management Systems
- Designing and maintaining technical and project documentation
- Leading Business Analyst, System Analyst, Developer and

Infrastructure team to implement corporate application



Second Researcher

Academic Background
e Master of Science in Communication Engineering, Telecommunications
Engineering
e Bachelor of Engineering, Electrical Engineering
Work Experiences
e Three years as a Knowledge Management Product Manager
- Being a product owner of KM Platform
- Working with cross-divisional stakeholders, internal and external
customers to identify the product requirements (functionality and

256

usability) in order to develop the platform roadmap and ensure delivery

of business goals
- Providing technical expertise and recommendation in architectural

design of knowledge management systems

e Six years as a Support Consultant/Senior Support Consultant/Support Group

Leader
- Being third level support working closely with Development and

Quality Assurance teams to deliver high quality of product and service

to clients

- Investigating technical client issues with the objective of providing

first response and root cause analysis within defined service levels
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Third Researcher

Academic Background
e Master of Information Management & Systems, Business Intelligence and
Knowledge Management
e Bachelor of Business Administration, Operations Management
Work Experiences
e Five years as a Test Analyst
- Working with project team to create testing plans, test scripts and
provide test reports for many enterprise systems such as Learning
Management Systems, Document Management Systems, SharePoint,
and Customer Relationship Management Systems
- Monitoring the testing process of all projects to ensure the conformity
of testing
- Identifying any problematic areas within the testing process and
continually improving according IT standards or best practices
e Two years as a MIS Support
- Participating in IT Project as a tester, prepare test scripts and test cases
for UAT, and perform testing
- Preparing MIS reports for business planning, customer profit
measurement, and relationship manager performance

- Supporting users in the department for system usage and problems



Appendix D

Interview Questions Part |1



First Version of Interview Questions Part I

1. Muiusens e laldunswauitedduwfumanil?

FIEMINAUITHTUAN WiuRne laiviudne
STUUIANITIAAING
Uuussileridu Deposit
Uuussileridu Search
U%’Uﬂ@ﬂﬂﬂﬁ%bu Social Networks
2. yuudnevielifunsiauniteiFulmlmani
Hettulmsivasszuudamsasdanug Wiudag aisiudag
1 Online Training
2 Online Meeting
3 Share
4 Chat
5 Chat Bot
6 Al-based Workflow Automation
7 Upload
8  Modify
9 Convert
10 Report
11 Approve
12 Tracking
13 Text Analytics
14 Speech Analytics
15 Personal Customization
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Second Version of Interview Questions Part I

1. Muiusens e laldunswauitedduwfumanil?

o sU a 2 v -
iwmiwmmﬁan%ummm LAUNIY 13.|L‘1ﬂu®’38]

STUUIANITIAAING

Uuussileridu Deposit
Uuussileridu Search

U%’Uﬂ@ﬂﬂﬂﬁ%bu Social Networks

| ® v =) (Y [ ' I X
2. Vl'TL!L'VT'L!?I'J8%3@1&]ﬂ‘Uﬂqu@Ju’]WQﬂ%ﬁLﬂNLWaWU?

Wendulmivasszuudnnsesnndnug R7Veld aisiudag

—_

Online Training

Online Meeting

Share

Chat

Chat Bot

Al-based Workflow Automation
Upload

Modify

O o0 N o B~ WLWN

Convert

—
(@]

Report

—_
—_

Approve

—
N

Tracking

—
(O]

Text Analytics

,_\
N

Speech Analytics

—
()]

Personal Customization

3. YuiANUAALTIUYS a7 BLAUBLUYIY UpNIMTaANFINULauslunsall aen4ls?
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Third Version of Interview Questions Part I

1. vhuwiumerseldiunisimunilesidudumeanil? mnliviuie suniussymseg
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