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ABSTRACT

This paper discusses the results and propositions of organizational knowledge
management researches conducted in betweenZWA This longitudial research

had the unique goal of i nvestigating and a
processes effectively implemented in world class organizations. The main objective was

to investigate and analyze the conceptions, motivations, practices, metriesaks of

KM processes implemented in multiple industries. The first set of studies involved 20

world cases related in the literature and served as basis for a theoretical framework
entitled AKM I ntegrative Concepatpopdsal Mappi n
was then put to proof in a qualitative study with three large organizations within the
Brazilian organizational context. The results of the qualitative study validated the
mapping proposition and left inquiries for new researches concernieg th
implementation of a knowledgeased organizational model strategy.
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INTRODUCTION

The current debate about Knowledge Management (KMlss and mainly divulged in
recent publications and research works of mainstream authors from the field of library
and information science such as Davenport & Cronin (2000). They suggest that:

(é) though <consider abl e achasdbeanifocusedond pr of e
this area in the past decade, the concept is not yet stable: the term appears to be used
differently across domains with each claiming that its partial understanding

represents a definitive articulation of the concept. (DAVENPORT & CRDR000)

We have intended to discuss in this article the concept of KM based not only in the
available literature, but also from the observation of world class organizations that have
implemented KM processes, aiming to contribute for the academic siseasn the
field. The result is an integrative HAmapo
subject.

KNOWLEDGE MANAGEMENT (KM): FROM SEMANTIC DRIFT TO
CONCEPTUAL SHIFT

Their i nquiry 1is seminal: Al s Bavenpoat &s emant i
Cronin (2000) explored the concept of KM in the context of three domains committed to

KM, that is to say, (i) library and information science (KMihformation management

or KM by another name), (ii) process engineering (KM- Ddusiness process,

ontol ogi es, the -maw@ygemeadt (ofi Ykoe3gani zat.i
from knowledge as a resource to knowledge as a capability; tacit and explicit
knowl edge conversions; the context, ABao ot
objective of their proposalc al | ed @A KM T riiisathe preposiiomeofnadool k 0
or analysis instrument that itos suitable f
organizations committed to KM, where different domains have different underggandin
The AKM Triado can be wused to identify ¢
contribute for a collective understanding of all the interactors of the KM space in
organi zations. Their conclusion sugfyests th

from information management (KM1) to informatizing (KM2) and then to information
ethologies (KM3). Knowledge management is not information management.
Information management is just one of the components of knowledge management and
this latter also incides topics on the creation and use of knowledge within and across
organizational boundaries.

STRATEGIC KNOWLEDGE MANAGEMENT: MODELS, MAPS AND
CONCEPTUAL TRIALS

Alvarenga Neto (2005) proposed a KM integrative conceptual mapping proposition. His
theoretcal framework was based on three basic conceptions: (i) a strategic conception
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of information and knowledge- as proposed by Choo (1998) factors of
competitiveness for organizations and nations; (ii) the creation of an organizational

space (in the tactacl| |l evel ) for knowl edge, the enablii
conditions that should be provided by organizations in order for them to use the best
information and knowledge availableas suggested by Von Krogh, Ichijo & Nonaka

(2001); (i) the inroduction of such strategy in the operational level through several
managerial approaches and information technology tools, which are susceptible to
communication and orchestration, met aphor.i
These conceptions will beughly discussed below.

I) A Strategic Conception for Information and Knowledge in Organizations

Choo (1998) asserts that the Aknowing orga
strategically in the context of three arenas, namely, (a) sense makirkpowledge

creation and (c) decision making. Concerning (a) sense making, its immediate goal is to

all ow the organi zations?©o me mber s t he con
understanding of what the organization is and what it does. Strategic reflentishbe

done concerning the organizationds mission
members to bring meaning to their lives and jobs. An ambitious and challenging vision

or state of the future reveal slywvduableor gani z
contributing to communicate the types of knowledge that are welcomed and will be
nurtured. Sense makingdéds | ong term goal i s
and continue to prosper in a dynamic and complex environment throughiestofit

prospect and interpretation of relevant information that allow them to understand
changes, trends and scenarios about clients, suppliers, competitors and other external
environment actors. Organizations face issues such as the reduction of utycan@din

the management of ambiguity. Competitive, competitor and social intelligences,
environmental scanning, marketing research and activities alike are organizational
initiatives that aim at constructing meaning about issues for which there are no clear
answers. TABLE 1 presents the organizational sense making process through an
information perspective:

Table 1: The Sense Making Process (adapted from Choo, 1998).

Information Needs Information Seeking Information Use
What are the new trends | Environmental scanning| Reduction of uncertainty
our industy? and management of
Information systems ambiguity: collective
What are the core interpretation
competences of our Researches
competitors? Shared knowledge
construction
What do our clients value
Decison Making
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(b) Knowledge creation is a process that allows an organization to create or acquire,
organize and process information in order to generate new knowledge through
organizational learning. The new knowledge generated, in its turn, allows the

organization to develop new abilities and capabilities, create new products and new
services, improve the existing ones and redesign its organizational processes. TABLE 2
supplies an analogy between knowledge creation models and permits inferences
between thie differences and likenesses.

Table 2: Knowledge Creation Processes (Choo, 1998, p.130).

Knowledge Processes Knowledge Creation Knowledge-Building
(Wikstrom & Normann Phases Activities
1994) (Nonaka & Takeuchi 1995 (Leonard-Barton 1995)
Generative Pragsses: Sharing tacit knowledge | Shared problem solving
Generating new knowledg Experimenting and prototypin

Creating concepts

Productive Processes Justifying concepts Implementing and integrating
operationalizing new Building an archetype new processes and tools
knowledge

Representative Processes| Crosslevelling knowledge | Importing knowledge
Diffusing and transferring
new knowledge

The third component of CHOOO®G s -mdkithg9 Bhe ) mo d e

enterprise must choose the best apamnong those that are plausible and presented and

pursue it based on the organizationbds strat

is constrained by the bounded rationality principle, as advocated by March & Simon
(1975). Many inferences can be aeaupon the decision theory, Choo (1998) and also
March & Simon (1975) list a few of them: (i) the decision making process is driven by
the search for alternatives that are satisfactory or good enough, rather than seeking for
the optimal solution; (ii) thehoice of one single alternative implies in giving up the
remaining ones and concomitantly in the emergence of -bHsleor costs of
opportunity; (iii) a completely rational decision would require information beyond the
capability of the organization twollect, and information processing beyond the human
capacity to execute.

i) The creation of an organizational space for knowledge, the enabling context or
ifBao

The creation of organizational knowledge is, in fact, the augmentation of knowledge
createdby individuals, once fulfilled the contextual conditions that should be supplied
or enabled by the organization. This is what Von Krogh, Ichijo & Nonaka (2001) call

ABao, the enabling conditions or enabling

order to bridge the existing gap between strategy and action. In this context, the

C

understanding of the word fAmanagement o wherit
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should not mean control, but promotion of activities of knowledge creation and sharing

in the organizational space. Hence, KM assumes a new hermeneutic perspéctive

knowledge as a resource to knowledge as a capability, from knowledge management to

a management towards knowledge. Nonaka & Takeuchi (1995) and Von Krogh, Ichijo

& Nonaka (2001) i st t he many el ements of fABao, nanm
layout, organizational culture and human behavior, leadership, intention or vision of

future and empowerment, not to mention organizational structure and layout, among

others.

i i1 )KMhéemiir el |l ad metaphor

At |l ast, the AKM Umbrell ado metaphor assume:¢
ideas, managerial approaches and IT tools concerning information and knowledge in the
organizational context are addressed and susceptible to cooatomi and
orchestration. l'tds i mperative to highlight
management 6, O0intellectual capital é, o6orgar
and 6communi ties of pract i c enterrelatianmana g ot he
permeability between those many themes that enable and delimitate the upbringing of a
possi bl e t heoretical framewor k whi ch can
Feedback is achieved by classifyiemalelt he t he
proposed by Choo (1998). Competitive intelligence and environmental scanning are
initiatives managerial approaches and IT toothat drive the strategic concept sense

making into action. That is, sense making is a strategic conception andpmpetitive

intelligence, an acticdriven managerial approaela way to turn strategy into action is

by wusing the right manageri al approach or
umbrell ao. Communities of practice, str a
organizational learning fit into the thematic of knowledge creation and so on.

FIGURE 1 represents and summarizes the integrative conceptual map. This map is an
evolution of the studies of the authors (SOUZA & ALVARENGA NETO, 2003;
ALVARENGA NETO, 2005)and was used both as a theoretical framework and a guide

for field research and data collection, and shows the levels of strategy (knowledge
organization), environment (ABAO, or the en



IX CONGRESS CONGRESO _
ISKO-SPAIN ISKO-ESPANA

Valencia 11th, 12th, 13th March 2009 11, 12y 13 de Marzo de 2009

New Perspectives for the organisation Nuevas perspectivas para la difusion
and dissemination of knowledge y organizacion del conocimiento

is interpreted and builds
[ N -G — . — @ ((Awarenga Neto & Souza, 2008 )
Knowledge should Orgamzatmnal p
—» promot ——+ Knowledge rocess
pr tLne e —) that enable ———» Management Iearmng management
use information in Autono_myr
three arenas (Choo, 1998) "floatation", Competitive
empowerment Intelligence ‘__‘mvo\ves
\ is made of mvo\ves
Mobilization Environmental Skill
of knowledge scanning ‘ management
workers
Evaluatlon of Intellectual
lntention vision mtangnble assets / capital management
of knowledge
Innovation enabled
__—; «4—| Strategic management
Redundancy, variety [ ufglnforrnatlgon ]
of requirements
- Knowledge maps
Vlrtual w m Processes and “
Communities infrastructure Benchmal‘k
¢ - Virtual spaces
Meetmg Behawors and Variable /'
Places '5 made of mvo!ves ' atitudes emunemtlon 1—-as TBXONOWHGS
\A A/
Places unwersmes

[Leadershlp Competenues Beliefs and Knowledge sharing Sight Distance || Document
values policies management || learning || management | [ portals

Figure 1: KM: an Integrative Conceptual Model Projims.

and the action level, comprising all the initiatives traditionally associated to KM, along
with the technology information tools and
tool so. The comprehend Business Process
Benchmark, Variable Remuneration, Corporate Universities, Knowledge Sharing
Policies, Sight Management, Enterprise Resource Planning, Business Intelligence,
Workflow, Distance Learning, Document Management, Portals, Agents, Intranets,
Taxonomies, Virtual Sg#s and Knowledge Maps. The explanation of each of these
tools is beyond this articlebs objective.
Corroborating with the integrative conceptual map above, there were proposed
conceptual basis towards a management model for knowledge based organizations or
knowing organizations. The starting point is a quadripartite organizational architecture,

as foll ows: (i) strategy: focus on the fi
structure: seeks flexibility for knowledge creation and dissemination; (iii)
techhology/processes: includes the functions of identification, capture, selection and
validation, organization and storage, sharing, access and distribution, application and
creation of knowledge; (iv) people: skilled knowledge workers. They assert that their
proposal is performed through practices such as organizational learning, intellectual
capital management and competitive intelligence, among others. FIGURE 2
summari zes t he guadripartite organi zatio
Organi zationo:
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Figue 2: A quadripartite organizational archit

Figure 1 and Figure 2 presents a few common points that were investigated. In the next
section, before presenting the results, the research methodologies are explained.

THE METHOD

Two sets of studies will be presented in a longitudinal perspective -@Z0WA). This

l ongi tudi nal research had the unique goal
Management 06 ( KM) processes effectiwely i1 mp

The main objective was to investigate and analyze the conceptions, motivations,
practices, metrics and results of KM processes implemented in multiple industries. The

first set of studies involved 20 world cases related in the literature and servasisas b

for t he theoretical framewor k entitl ed f
Propositiono. This theoretical proposal was
three large organizations within the Brazilian organizational context. In order fg veri

and test the KM integrative conceptual mapping proposition, case studies in three large
Brazilian organizations were conducted. The analytical model was divided in five
analytical categories as guidelines to field research. A sine qua non condition in
choosing the organizations was the fact that they should have already had KM
implemented and, for this matter, three organizatioeach one belonging to one of
economyo0s twereehmsers that is toIsay, Centro de Tecnologia Canavieira

(CTC), Semens do Brasil and Pricewaterhouse & Coopers (PwC). The qualitative
research strategy used was the study of multiple cases with incorporated units of
analysis and three criteria were observed for the judgment of the quality of the research



