
 

 

Master Degree  

 

Cloud-based Knowledge 

Management in Greek SME’s 

 

  

 

Author:Dimitrios  

Rekleitis 

Supervisor: Prof. Anita 

Mirijamdotter 

Date:05/22/ 2018 

Course Code:5IK50E, 

30 credits 

Level:Master Degree  

 

Department of Informatics 



 

 

Abstract 

 
Nowadays, Cloud Technologies are commonly used for a lot of large organizations 

to aid knowledge sharing.  This brings some benefits to the organization by reducing 

the cost of the charges, improve security, enhance content accessibility, improve 

efficiency etc. On the other hand, Small and Medium Enterprises (SMEs) tend to 

manage their information in more informal way by not using the specific language or 

terminology of KM. Moreover, Small and Medium enterprises do not trust the 

adoption of cloud-based techniques for managing information for many reasons that 

discussed later.  

This thesis tries to provide the benefits and drawbacks of cloud-based Knowledge 

Management techniques in Greek SMEs and also to find how knowledge processes 

are used in Greek SMEs according to cloud-based Knowledge Management 

techniques. Also, through this work I will come up with the benefits and drawbacks 

of applying cloud-based techniques for managing information-knowledge in SMEs. 

To accomplish this, I derived with a methodology that is based on qualitative 

approach. More specifically, I provide an exhaustive literature review and then I 

contacted with five SMEs in Greece to explore, using different techniques, if these 

SMEs can benefit from the cloud-based Knowledge Management techniques and 

how indent are for adopting cloud-based Knowledge Management techniques in 

their organization. I realized that three of the SMEs are using cloud-based techniques 

for Knowledge Management, where the two of them does not. To be more specific 

one of these two SMEs does not manage its knowledge at all. However, all of the 

five organizations showed a great interest to adopt cloud-based and information 

system technologies for Knowledge Management.  

At the end, this work comes up with the following important findings and insights, 

as well: 

1. Cloud-based Knowledge Management techniques can bring a lot of 

benefits in terms of cost savings and performance. However, this suits the right and 

efficiently use of cloud-based techniques. 

2. The lack of using efficiently cloud-based Knowledge Management 

techniques may lead to some drawbacks, such as reduction on the performance of the 

organization and reduction on the savings.  

 

This thesis also discusses some points for future direction such as the analysis of a 

larger space of organizations, the investigation of quantitative analysis and also the 

combination of both (qualitative and quantitative).  

Keywords: Knowledge Management, Cloud-based Techniques, Knowledge 

Processes, Small and Medium Enterprises, Computer Science Educational 

SMEs, Information 
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1. Introduction 
 

This chapter introduces the subject of the thesis, the motivation of the research topic, and 

the research questions that are explored. 

 

 

Mass expansion and availability of cloud computing services have provided new 

opportunities for Knowledge Management (KM). Cerri, et al. (2008, pp.8) state that 

"The realization of “knowledge in the cloud” would provide valuable benefits to 

several scientific and industrial communities". Moreover, Delic & Riley (2009, pp. 

53) in their recent research paper state that "once the technology is stable and markets 

grow, I predict the development of clouds as the super-structure of enterprise grids, 

interconnecting enterprise data centers providing various functionalities". Also, 

Sadeghzadeh, et al. (2014, pp.328) state that "Cloud computing service providers can 

improve their business portfolios and focus on the right aspects of cloud services". 

 

While cloud-based KM provides benefits such as on-demand service and network 

access to the shared recourses (Mell and Grance, 2010), SME‟s are not up to speed 

in implementing and leveraging cloud-based KM (Trigueros, Pérez-González and 

Solana-González, 2013; Ghaffari, Delgosha and Abdolvand, 2014). 

 

Taking into account, that all the communications are based on the knowledge and 

how knowledge is interpreted it is very critical to manage knowledge efficiently. 

This is not to say that manage and even get knowledge is a trivial thing. Knowledge 

starts from raw information that is everywhere. Each person in its everyday life, 

communicates and broadcasts information. Without information, knowledge cannot 

exist. However, having only information it doesn‟t mean that you can have the 

knowledge that you want. The interpretation of information into knowledge is a 

significant issue that a lot of people try to understand and analyze (Seife, 2006).  

As the technology grows rapidly, information is reached with some other means such 

as Shared Repositories (Dropbox), Web pages, Emails (Burgin, 2003). This grow 

brings more challenges and opportunities in this field. Knowledge Management 

techniques is a very hot topic (Kankanhalli, et al., 2003; Drucker, 1993; Stewart, 

1997; Abbas et al., 2018). Knowledge Management techniques include the techniques 

that are used to manage knowledge efficiently. These techniques, such as artificial 

intelligence, knowledge base management systems (KBMS), decision support systems 

(DSS), Knowledge Management systems (KMS), relational and object-oriented 

databases, data mining or document management (Barclay and Murray, 2000; Valaei 

and Aziz, 2011; Rafsun and Ali, 2017), are appropriate to strengthen each one of the 

knowledge processes. 
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As information can be retrieved from new technologies, it can be also stored, 

managed and shared. These processes form the knowledge processes that consist of 

knowledge creation, sharing and management with the synergy of combination of 

data and human beings (Alavi and Leidner, 2001; Massa and Testa, 2011; Pentland, 

1995).The implementation and evaluation of all the Knowledge Management 

processes is very critical. Due to this, cloud-based Knowledge Management 

techniques for managing knowledge is the new trend for the reason that it can bring 

a lot of benefits to each organization such as increase its performance and cost 

savings. Cloud-based Knowledge Management techniques consist the Knowledge 

Management techniques with the notion of the cloud. In this direction, knowledge is 

firstly stored in the cloud, managed and shared with some cloud-based tools. This 

means that some of the knowledge processes can be implemented in the cloud and 

not locally. Cloud has the ability of sharing the same information with other 

employees without sacrificing time. Also, cloud-based techniques are often open 

source and this comes up with lower cost. On the other hand, wrong management 

can lead to opposite results.   

 

For this reason, the aim of this research is to provide the benefits and drawbacks of 

cloud-based Knowledge Management in SMEs and also to find how knowledge 

processes are used in some of the Greek SMEs according to cloud-based Knowledge 

Management techniques. 

To summarize, cloud-based Knowledge Management techniques include the 

techniques that are used in the cloud and are used to accomplish all the Knowledge 

Management processes in order to have a complete Knowledge Management for 

SMEs with the benefits of the cloud 

This work focuses on a great variety of Knowledge Management (KM) techniques 

that SME‟s can adopt in order to help them to manage their knowledge. In this 

project, I analyzed the above, taking into account cloud-based Knowledge 

Management solutions through a variety of approaches. 

 

1.1 Motivation and Current Knowledge of the field 

 

It is quite known that Small and Medium enterprises are not using Knowledge 

Management techniques due to their budget, resource constraints, security issues etc 

(Trigueros, Pérez-González and Solana-González, 2013; Ghaffari, Delgosha and 

Abdolvand, 2014). However, it is very important to note that the adoption and 

efficiently use of Knowledge Management techniques can bring a lot of benefits to 

the organization (Trigueros, Pérez-González and Solana-González, 2013; 

Alshamaila, Papagiannidis, and Li, 2013; Kloch, Petersen and Madsen, 2011). One 

of these benefits, as it is mentioned in the literature (Trigueros, Pérez-González and 
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Solana-González, 2013; Alshamaila, Papagiannidis, and Li, 2013; Kloch, Petersen 

and Madsen, 2011), is to increase the performance of the organization by keeping 

the knowledge of the organization and retrieving it quickly when it is needed. 

  Most of the worldwide SMEs and especially in Europe, are low budgeted 

companies with few computational machines and no technical expertise. European 

SMEs are the SMEs that I targeted due to the fact that I live in Greece and I can have 

a holistic idea about these SMEs. Generally, in Europe the SMEs have very similar 

characteristics with very few differences. On the other hand, the technology 

increases dramatically. Cheap and user-friendly technologies are being provided in a 

higher frequency over the years. The most innovative development is the Cloud 

technologies. Indeed, there are cloud-based KM techniques that can help people to 

accomplish a better management of their companies‟ knowledge with a very low 

cost (Trigueros, Pérez-González and Solana-González, 2013; Alshamaila, 

Papagiannidis, and Li, 2013; Kloch, Petersen and Madsen, 2011). Using cloud-based 

Knowledge Management techniques, keeps you agnostic from any hardware and 

software maintaining issues and also security issues. This is not to say that cloud-

based Knowledge Management techniques do not provide any drawback. For 

example, storing the data-information-knowledge in the cloud often inhibits 

customization. 

Even though cloud-based management techniques are cheaper and more efficient, 

SMEs are continuing to not trust these technologies for many other reasons. Such 

reasons include reliability and availability issues of such technologies. It is very 

important that the information has to be available almost all the time, something that 

is not guaranteed using cloud technologies. Also, be agnostic of security and privacy 

issues makes SMEs to be afraid about their data (Trigueros, Pérez-González and 

Solana-González, 2013; Ghaffari, Delgosha and Abdolvand, 2014).  

 

There are several works that are focused on the cloud-based Knowledge 

Management techniques. Knowledge Management using cloud-based techniques is a 

pretty new topic (Cerri, et al.,2008). The idea is to store data in the cloud and support 

collaborative work by evaluating this with more critical scenarios.  

The methodologies that used to adopt cloud-based Knowledge Management 

techniques in large organizations cannot be scaled for small or medium enterprises 

(Dotsika and Keith, 2013; Soto Acosta, Perez Gonzalez and Popa, 2014; Palacios 

Marqués, Soto Acosta and Merigó, 2015; Chong, Chong and Gan, 2011). The main 

reason is because to deploy, maintain and support common Knowledge Management 

(KM) techniques is very expensive (Dotsika and Keith, 2013), thus feasible only 

from large enterprises to adopt them. However, my experience in the 

telecommunication center shows that small enterprises ask and need the adoption of 

the cloud-based Knowledge Management techniques. The employers of the small 

enterprises can understand the benefits that they can gain by adopting cloud-based 
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Knowledge Management techniques. Some of these benefits are to increase the 

performance of the organization, managing the organization‟s knowledge at lower 

cost due to the avoidance of the software and hardware maintenance, avoid the extra 

cost of security issues, avoid of human interaction which in some cases can be 

catastrophic (Trigueros, Pérez-González and Solana-González, 2013; Alshamaila, 

Papagiannidis, and Li, 2013; Kloch, Petersen and Madsen, 2011).  Although, there 

are a lot of benefits of the cloud-based techniques for managing the organization‟s 

knowledge, the adoption of them in small or medium enterprises is a very new hot 

topic and there are not so many discussions in the literature.  

Managing knowledge of each organization needs a vast amount of technologies 

including infrastructure and software methods (Purcarea, Maria del Mar and Apetrei, 

2013). To deploy, maintain and support common Knowledge Management (KM) 

techniques is very expensive (Dotsika and Keith, 2013), thus feasible only from 

large enterprises to adopt them. On the other hand, cloud-based management 

techniques do not need extra cost to setting up the infrastructure, since the IT 

services are subscribed from a Cloud Service Provider which is usually at a remote 

site (Rafiq, Bashar and Shaikh, 2016). 

 

The implementation of cloud-based techniques in SME‟s for the better use of 

knowledge and information within them, is taking great importance for the 

companies and also for their competitiveness (Lee and Lan, 2011). Finding the 

appropriate technique to organize and manage knowledge leads to more efficient and 

automotive processes that can have a small learning curve to new and existing 

members. Even more, managing this knowledge using a cloud-based information 

technology will increase the customers and cost savings of each company. 

 

1.2 Purpose of the Study 

 

The tremendous technological advancement brings more efficient and useful tools 

for Knowledge Management. Basically, cloud-based Knowledge Management tools 

are those that achieve the highest evolution for every business and consequently for 

the whole society. 

I had the opportunity to work on the telecommunication industry, where I was able 

to communicate with a lot of small and medium enterprises. During this time, I had 

the advantage to be in contact with a lot of people from different SMEs. One of my 

observations during the plethora of my conversations is that a vast majority of small 

and medium enterprises do not use cloud-based approaches, in some cases because 

of the limited beliefs of the administrative managers, and in other cases, some 

enterprises in Greece cannot use cloud computing because of the limited and aged 
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constructive network of the cities especially in small cities (fiber optics construction 

in cities). This observation inspired me for a further consideration. 

 

So, the aim of this work is to provide the benefits and drawbacks of cloud-based 

Knowledge Management techniques in SMEs and also to find how knowledge 

processes are used in Greek SMEs according to cloud-based Knowledge 

Management techniques, based on the SaaS strategies, in order to understand the 

reasons that the SMEs are not very confided with the use of cloud-based Knowledge 

Management techniques. In addition, another important aspect is that in the case of 

the drawbacks to find the reasons that these drawbacks appear. To make it clearer, it 

is important for an organization to choose the appropriate Knowledge Management 

technique and use it efficiently in order to have some benefits from this. 

 

More specifically, in this study through an exhaustive literature review I will explore 

where cloud-based Knowledge Management techniques are currently used, focusing 

in the use of them in some of the Greek SMEs. Also, I will explore through the 

literature review the different benefits and drawbacks of these techniques.  

Apart from the literature review, I will provide a study with interviews and document 

analysis of five small educational SMEs that either use or don‟t use Knowledge 

Management techniques in order to verify if the benefits and drawbacks that I found 

in literature appear also in practical. These educational SMEs provide advanced 

computer lessons for young kids and adolescents as well as university students, with a 

main goal for them to be later examined and eventually receive the European 

Computer Driving License (ECDL) which is a globally recognized computer literacy 

certificate, very common in Greece among young professionals. 

1.3 Research Aim 

 

During this thesis, I am going to answer the following research question and sub 

questions: 

 What are the benefits and drawbacks of cloud-based Knowledge 

Management in SMEs? 

 

Also, in this thesis I will try to answer some sub questions relate to cloud-based 

Knowledge Management techniques. 

 

These sub-questions are described as follows:  

1. How knowledge processes (knowledge creation, knowledge storage, knowledge 

transfer) are used in Greek SMEs according to cloud-based Knowledge Management 

techniques? 

2. What are tools that the Greek SMEs use to store and share their information? 
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The above research question is related to Informatics, since while attempting to 

answer them, new potential ways of collecting information and knowledge will 

appear, through cloud-based systems and solutions. This research aims to find ways 

to manage knowledge through relatively new technological features, which are 

cloud-based. 

 

 

1.4 Disposition 
 

The rest of the text is organized in the following chapters. Chapter two gives more 

details of the Background and related work to this research study. In this Chapter, 

I‟m giving a detailed background according to the Knowledge Management and the 

processes that need to be taken into account. Also, I‟m discussing about the 

characteristics of Small and Medium Enterprises and how Knowledge Management 

can be applied to these organizations. Finally, I‟m discussing the connection of 

cloud-based techniques to the Knowledge Management by giving the benefits and 

drawbacks of several cloud-based techniques.  

 

Chapter three discusses the research methodology that is followed to the data 

collection. In this Chapter, I‟m giving a very detailed description of the methodology 

that I followed to accomplish the results. I discuss how I collected the data and the 

limitations that I faced.  

 

Furthermore, Chapter four will focus on the results and findings that are revealed 

from the data collection in all the organizations. The data collection that I used in 

this sudsy is based on semi-structured interviews and document analysis. In this 

Chapter, I‟m presenting the several findings revealed from the interviews into three 

categories. The first category corresponds to the findings related to the SMEs, the 

second corresponds to the findings related to Knowledge Management techniques 

and the last one corresponds to the findings related to the cloud-based techniques. At 

the end of this Chapter, I‟m discussion the findings revealed from the document 

analysis. 

 

 

Chapter five deploys a discussion related to the main findings of this study. Also, in 

this Chapter, I‟m answering all the research questions that I described in the 

introduction. At the end, I‟m explaining the contribution of this work. 

 

Finally, this work ends with the Conclusion and future work in Chapter six which 

will provide with a final insight on cloud-based Knowledge Management in Greek 

SME‟s as well as elaborate on the benefits and drawbacks of cloud-based 

Knowledge Management in SMEs and briefly describe how knowledge processes 

are used in Greek SMEs according to cloud-based Knowledge Management 
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techniques as well as the tools that the Greek SMEs use to store and share their 

information. 

 

It is very important that the work touched a very hot topic in the Knowledge 

Management era and this makes future work much important. 

 

At the end of this thesis, I add the Appendix with all the extra material that I used to 

accomplish this study and the consent form. The Appendix consists of the semi-

structured interviews that I used to each organization. 
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2 Background and Literature Review 
 

This chapter gives the basic definitions related to the Knowledge Management, 

knowledge processes and cloud-based techniques. Also,it gives the relevant to this 

topic literature review. 

 

 

2.1 Knowledge Management 
 

Knowledge Management includes the processes that are used to create, share and 

manage information of an organization with the synergy of combination of data and 

the human beings (Malhotra, 2000). Knowledge Management is consisted in two 

types, namely explicit and tacit knowledge.  

Explicit knowledge represents content that has been captured in some tangible form 

such as words, audio recordings, or images. In contrast, tacit knowledge is difficult 

to articulate and also difficult to put into words, text, or drawings. It is very 

important to capture both types of knowledge (explicit and tacit). Knowledge about 

standardized work, for example, can be described explicitly and is easily captured in 

writing. On the other hand, where there is innovation and creativity, people need 

some direct contact (Moorman and Miner, 1997). IT is very important to find the 

appropriate techniques for each type of knowledge to capture them easier. Below I 

will describe in more details different techniques for each type of knowledge.  

 

2.1.1 Explicit Knowledge 

 

This form of knowledge is formalized, codified and easily accessed. Sometimes is 

referred as “know-what” (Brown and Duguid, 1998). It is primarily used to identify, 

store, and retrieve information (Wellman, 2009). This is the form of knowledge, 

most prominent in Knowledge Management Systems (KMS) due to its effectiveness 

at storage, retrieval, and modification of documents and texts. A number of works 

argue that explicit knowledge is being less important (Brown and Duguid, 1991; 

Cook and Brown, 1999; Bukowitz and Williams, 1999) since it considered being 

unable to contain the experience based on the know-how that can generate a 

competitive advantage. Despite this, Knowledge Management practitioners rely 

almost exclusively on this type of knowledge. 

 

2.1.2 Explicit Knowledge Codification 

 

Knowledge codification is the process where the data were collected with various 

ways. Two most widespread ways are the interviews and the expert‟s observations. 

Then, when the data are collected are transformed into explicit form for further 

knowledge generation (Dalkir, 2011). In order to accomplish this, the data must be 

accurate, understandable and accessible to the client (employer or employee of the 
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company), as well as kept up to date. There are several ways to represent explicit 

knowledge. Some of them are presented below. 

 

2.1.2.1 Cognitive maps 

 

One of the ways to represent explicit knowledge is the use of cognitive maps. 

Cognitive maps are employed to help possible new members to act in a similar 

fashion to a similar situation (Tolman, 1948). It is very important to note that a 

mental map also includes cultural and linguistic hints that take place during the 

decision process of the expert (Dalkir, 2011). This information (cultural and 

linguistic hints) is very important because can give the opportunity to understand the 

mental process demanded of the expert. 

 

2.1.2.2 Decision Trees 

 

Another way to represent explicit knowledge is by using decision trees. Jashapara 

(2011) explains the decision tree as a branch-like representation of actions and sub-

actions that further help he client (employer or employee of the company), to 

understand the step-to-step process of any action/situation. Decision trees are useful 

when a particular situation follows a specific scenario. It also presents a unique 

feature, in the case where a new client encounters the same situation. In this case, the 

knowledge generated by knowledge codification would have limited value. Decision 

trees present the client with an “either-or” scenario that better encompasses all the 

possible outcomes. 

 

2.1.2.3 Knowledge taxonomies 

 

Knowledge taxonomies use graphic representations in such a way that it reflects the 

logical organization of concepts within a particular field of expertise (Dalkir, 2011). 

Knowledge taxonomies are very useful since they generate hierarchical classification 

of terms, problems and scenarios and are structured in a way that assists the user to 

understand relationships between these concepts and scenarios. 

 

  

2.1.3   Tacit Knowledge 

 

Tacit Knowledge was originally defined by Polanyi in 1966, sometimes also referred 

as “know-how” (Brown and Duguid, 1998). This form of knowledge is difficult to 

transfer to another person by means, such as writing, because it includes cultural 

beliefs, values, attitudes, mental models, as well as skills, capabilities and expertise 

(Botha and Snyman, 2008) which are difficult to be transferred. Tacit is largely 

experienced based knowledge and is often considered as context dependent and 

personal.   
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Nonaka states that the main issue with tacit knowledge is that it is hard to 

communicate because it is deeply dependent to a personal action, individual quirks, 

and user‟s involvements in the organization (Nonaka 1994). Due to the above, tacit 

knowledge is considered by theorists as the most valuable and significant source of 

knowledge (Wellman, 2009). 

 

There are several problems when tacit knowledge is used in Knowledge 

Management Techniques. The most common problem is that usually, these 

techniques are rely on data codification, which makes difficult the use of tacit 

knowledge. For example, Polanyi (Polanyi, 1966), accurately conveys how someone 

can read facial expressions. But the results show that even the document including a 

set of guiding face pictures does not reach the intuitive understanding gathered from 

years of experience and practice. This shows that is difficult for Knowledge 

Management practitioners to codify this knowledge into a document that could 

convey the know-how to a person. This is one of the reasons that experiences in a 

particular field are so highly regarded in the job market. 

 

Knowledge Management techniques can also aid in the transfer and understanding of 

tacit knowledge which it is a rather a complicated issue. For now, suffice to say that 

successful KM must place a very strong emphasis on the tacit dimension, focusing 

primarily on the people involved, and the understanding of the limitations imposed 

by computerized systems. 

 

2.1.3.1 Techniques to capture Tacit Knowledge (Tacit Knowing) 

 

Parsaye (1988) introduced techniques to capture tacit knowledge from small or large 

organization. Parsaye (1988) lays out the following three major approaches for 

knowledge acquisition from small and large organizations: interviewing experts, 

learning by being told and learning by observation. 

 

Interviewing experts contains certain aspects that will help to achieve a specific goal 

which is to extract as much tacit knowledge as possible. Interviewing experts 

consists of two popular techniques: interviewing and stories (Dalkir, 2011). 

 

Interviews are the most popular technique to render key tacit knowledge of an 

individual into more explicit forms (Dalkir, 2011). Semi-structured interviews 

require great skills of probing and correct communication from the part of the 

interviewer, who must uncover through follow-up questions the problems of the 

processes, how the processes could be better, and what the interviewee brings that it 

is beneficial to the organization.  Several questions are required in order for the 

interviewer to reach a satisfactory conclusion of the interview (Cohen and Crabtree, 

2006). It is also important for the interviewer to probe for stories that better 

demonstrate and highlight the processes in action, and get to the same level of 
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understanding of the situation as the expert. Also, the person that is making the 

questions can kindly ask for summaries of the actions, which leads the interviewee to 

restate his actions without the unimportant parts. This process serves as a way for the 

interviewee to demonstrate, in bullet-point fashion, what he/she thinks are the main 

issues in the organization. 

 

The conducted interviews were a mix of open and close questions. This technique 

provides to the interviewee the ability to select terminology and depict precisely 

his/her thoughts without being guided to a certain conclusion as well as search for 

more standardized answers for specific data collection (Leung, 2001; Cohen and 

Crabtree, 2006). 

 

The second approach is called learning by being told, which means that the 

interviewee is dictating his experiences and knowledge while the interviewer 

clarifies and validates the knowledge artifact that renders this knowledge in explicit 

form (Dalkir, 2011). This approach usually involves process tracing, retracing of the 

expert‟s actions from the beginning to end, simulations of similar cases and task 

analysis (the breaking down of the process). 

 

The third approach is called learning by observation. This process searches to 

capture, through the use of technology (e.g. audio-visual), the actions of the expert 

as are being carried out. These actions will be used to find what processes where in 

place during the action (Dalkir, 2011). 

 

2.1.3.2 Other Techniques to capture Tacit Knowledge (Tacit Knowing) 

 

Except the above explained techniques, there are some other well-known techniques 

that can be used to capture tacit knowledge for small and medium organizations.  

According to Dalkir (2011), these techniques include: 

 

1. Brainstorming or Briefing Sessions 

2. Road Maps 

3. Learning histories 

4. Action learning 

5. E-learning 

6. Learning from Others 

 

In the following Subsections, I am discussing the most relevant techniques to my work.   
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Brainstorming or Briefing Sessions 

 

Brainstorming or Ad-hoc Sessions is a technique that a worker is mobilized for a 

brief interaction (with the professional network) with the aim of helping out an 

employee. These sessions are usually brainstorming, since most are take place in a 

physical meeting referred as face-to-face meetings (Dalkir, 2011). 

 

Road Maps 

 

Dalkir (2011) describes road maps as the technique which solves day-to-day 

problems in a public forum which often leads to the development of guidelines and 

even standards for continuous process improvement within the organization. 

Moreover, road maps may also be "registered" sothat they can be used for internal 

benchmarking initiatives, which consist of monitoring progress against goals over 

time and/or comparing the performance of one unit against another within the same 

company/communication (Dalkir 2011). Road Maps are very useful tools which 

could be used both for prevention and addressing issues that are known. 

 

Learning from Others 

 

An important factor to the organizational Knowledge Management is to compare it 

with other projects and learn from current and past mission projects or from other 

International Organizations in order to learn and apply other approaches into the 

organization. It can be used any time by any organization in order to compare it to 

others with the same or not field where similar approaches are conducted in order to 

identify how effective are the provided services. 

 

However, except the above, Polanyi (Polanyi, 1966), mentions that it is difficult for 

Knowledge Management practitioners to codify knowledge into a document that 

could convey the know-how to a person.  

 

2.2 Knowledge processes 
 

In Knowledge Management, there are specific processes used in order to acquire 

explicit and tacit knowledge. These processes are the following (Alavi and Leidner, 

2001; Pentland, 1995):  

Knowledge creation that involves the development of a new content or replacement 

of the existing content within the organization's tacit and explicit knowledge (Alavi 

and Leidner, 2001; Pentland, 1995). There are four categories for knowledge 
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creation and organization a) knowledge creation at individual level which is a direct 

result of the continuous dialogue between tacit and explicit knowledge; b) 

knowledge conversion processes: socialization, externalization, combination and 

internalization c) knowledge creation at the organizational level which is based on 

the conversion processes and d) a spiral driving force for knowledge creation 

(Nonaka, 1991; Nonaka, 1994; Nonaka and Takeuchi, 1995; Nonaka and Konno, 

1998; Nonaka, Toyoma and Byosiere, 2001).The Knowledge conversion processes 

consist of a main box with four sub-boxes. In each sub-box appears each of the 

convention processes. Also, information about tacit and explicit knowledge. The 

explanation of each combination according to Nonaka appears below (Nonaka and 

Takeuchi, 1995): 

1. Tacit-to-tacit (socialization) - individuals acquire knowledge from others through 

dialogue and observation 

2. Tacit-to-explicit (externalization) - the articulation of knowledge into tangible form 

through elicitation and documentation 

3. Explicit-to-explicit (combination) - combining different forms of explicit 

knowledge, such as that in documents or databases 

4. Explicit-to-tacit (internalization) - such as learning by doing, where individuals 

internalize knowledge into their own mental models from documents. 

 

Knowledge storage and retrieval that refers to the processes of structuring and 

storing knowledge in order to make it more formalized and accessible (Massa and 

Testa, 2011).  The forms that are used to store the data can vary such as written 

documentations, structured information, codified knowledge, documented 

organizational procedures and processes and tacit knowledge (Alavi and Leidner, 

2001; Walsh and Ungson, 1991).   

To accomplish knowledge storage, you need to develop and maintain knowledge 

repositories (Handzic and Zhou, 2005). Knowledge repositories may have positive or 

negative impacts on the performance of the organization (Alavi and Leidner, 2001; 

Wilkins and Bristow, 1987). A good knowledge repository helps to improve 

relationships. If it is well implemented it can built communication among 

employees, employees and clients and with different organizations. It can also 

reduce the time that new staff spend in training. Due to the fact that knowledge 

repository is as explicit knowledge it can express knowledge easier.  Some of the 

disadvantages are that knowledge repositories can be inconsistent documents 

without providing any help. Also, to build a reasonable repository covering all the 

scenarios requires a lot of time (Sunita, 2013). So, all these trade-offs need to be 

taken into account in this thesis.  

 

There are different roles of knowledge repositories in the knowledge reuse (Markus, 

2001). These roles are categorized to documenting themselves, documenting for 

similar others ad documenting for dissimilar others. Documenting for themselves is 
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where the people have documents on anything they think might be useful for their 

own. On the other hand, documenting for similar others, is where the documents will 

be publicly available to other people with similar background. Finally, documenting 

for dissimilar others is the most difficult and complex process. In this process, the 

documents are prepared and created for people that are dissimilar to the documents.  

 

Knowledge transfer that refers to the processes of transferring, disseminating and 

distributing knowledge in order to make it available to those who need it (Massa and 

Testa, 2011; Pentland, 1995).  The channels of knowledge transfer can be either 

formal or informal. Also, they can be personal or impersonal (Alavi and Leidner, 

2001; Holtman and Courtney, 1998; Handzicand Zhou, 2005). Table 1, shows the 

differences of the four channels with a small description of each one as described in 

(Handzic and Zhou 2005) with their strengths and weaknesses.  

 

Knowledge application that refers to the processes of incorporating knowledge into 

the organization‟s products, services and practices (Massa and Testa, 2011).   

The management of knowledge in smaller enterprises inclines to happen in a more 

unofficial way, rarely supported by purposely designed Information and 

Communication Technology (ICT) systems (Nunes et.al, 2006). Frequently, Small 

and Medium Enterprises do not have the resources for formal ICT processes or the 

expertise for structured measurement and reporting but may still manage knowledge. 

While such informal processes may not use the language of KM, they may still be 

effective in managing some or all of the aspects of this activity, especially given 

limited resource availability in SMEs (Coyte, Ricceri and Guthrie, 2012).   

Another study, introduces the architecture of Knowledge Management as a service 

(KMaaS) by showing the detailed services and their dependencies with relationships 

Table 1: Comparison between the four channels of knowledge transfer (Handzic and 

Zhou, 2005) 
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Sedigheh and Fatemeh, 2012). This work also analyzes how different service models 

(SaaS, KaaS, KMaaS) can be used for cloud-based Knowledge Management 

methodologies. This paper is very relevant to my work since it gives us the 

guidelines for the service models to adopt in my methodology. More specifically, 

KaaS can be used with the subtype of SaaS, in which, a knowledge provider answers 

different requests by some knowledge consumers, through the knowledge services. 

Also, KMaaS is also an SaaS service, in which, Knowledge Management services 

are provided by KMaaS and are consumed by this service model. KMaaS is the 

proper service model that can be used to find and gather the proper tacit and explicit 

knowledge from internal or external resources. Also, it is responsible for delivering 

knowledge to a knowledge consumer by a knowledge provider. Furthermore, it is 

responsible for the management, monitoring and controlling the access to some 

given knowledge. Also, it is responsible for storing and retrieve the knowledge and 

finally for maintaining the meta-knowledge.  

 

Finally, the work of Gunadham (2015) presents an exploratory analysis to 

application storage in the cloud. Different cloud storage applications can facilitate 

different management activities such as knowledge acquisition, knowledge 

preservation, knowledge distribution and sharing a knowledge development. All the 

applications assist in Knowledge Management. For example, Google Drive, supports 

full-text search and helps the users to search the text throughout. Furthermore, some 

of the cloud storage applications can help to the knowledge sharing by providing to 

the users‟ various methods such as link sharing or folders sharing. Such tools are the 

Dropbox and SharePoint. For this reason, cloud storage applications can be 

considered as Knowledge Management systems by extending some other functions 

on them. This is something that I analyzed in the next Chapters for the reason that 

the most of the SMEs that I considered are using such applications for Knowledge 

Management in the Cloud.  

 

All the above knowledge processes are very important for this thesis due to the fact 

that the accomplishment of the Knowledge Management techniques is determined by 

these processes. It is very important that each organization that wants to acquire 

Knowledge Management need to adopt all the processes in the way that they 

descripted above in order to success in the Knowledge Management. Also, as 

Gunadham (2015) shows, the most cloud storage applications have these features for 

providing all the processes in an organization. 

 

2.3   Small and Medium Enterprises and their Characteristics 
 

Small enterprises employ less than fifty persons in the organization and balance 

sheet less than ten million per year. On the other hand, medium size organizations 
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employ less than two hundred people and the balance sheet less than fifty million per 

year (European Union Commission, 2003).  Table 2, summarizes these differences.   

 

Table 2:Small and medium-sized enterprises 

 
 

In this research, I focus on small enterprises. However, I am presenting a literature 

review for both medium and small enterprises because it will help to acquire a better 

image of the topic.  

2.3.1 Characteristics of SME‟s 

 

SME‟s have different characteristics that is important to take into account. Wong 

and Aspinwall, in 2004 describes the basic characteristics of SMEs in a tree form 

(Wongand Aspinwall, 2004). 

As it is described the basic characteristics of the SME‟s are categorized in different 

categories. At the top layers, I can see ownership and management. In the middle 

layers, I can see the behavior and different procedures that are used. Finally, in the 

last layer I can see the different human resources, customers and markets.  

Ownership and management appears in the higher layers because the owner of the 

company manages the company and take different responsibilities and decisions that 

affect the other layers. All the other layers are affected from the decisions of the 

owner. The owner is the one that can decide if Knowledge Management techniques 

should be inherited from the SME. So, it is very important to understand the 

importance and benefits of Knowledge Management techniques in order to use them 

in the SME. The reasons that owners do not adopt such techniques are the lack of the 

skills of some owners that may hinder them from understanding how to adopt 

Knowledge Management techniques and how to implement Knowledge 

Management in general and also the personal character of the owner(Wong and 

Aspinwall, 2004).  

There are a lot of people that are not trusting cloud especially for security reasons.     

Moving on the employee‟s part. There are some employees that do not have enough 

expertise in order to perform a task and to implement KM in the organization (Wong 

and Aspinwall, 2004), as well.  

In the same layer, system is another important factor of SME‟s. System in SME‟s is 

simple and less complex than the system in large organizations (Wong and 

Aspinwall, 2004). Simpler systems are easier to implement changes and KM 

techniques.  

Category/Size Employees Turnover Balance Sheet 

Medium size Less than 250 Does not exceed 50 m < 43M 

Small size Less than 50 Does not exceed 10 m <10M 
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In the last layers, there are the human recourses. Human resources can be used to 

benefit company/organization a lot. Human resources can be used to help the 

management of small organization/companies. Companies that have small number of 

employees can provide better collaborations among their employees‟ due to the 

mutual trust. Thus, the implementation of KM techniques is not only easier for the 

company but also profitable (Lafrance, 2012).  

 

 

2.4 Knowledge Management in small enterprises 

 

Knowledge is personalized information related to facts, procedures, concepts, 

interpretations, ideas, observations, and judgments (Alavi and Leidner, 2001). As 

mentioned before knowledge has two basic dimensions; tacit and explicit 

knowledge. Firstly, tacit knowledge is comprised of both cognitive and technical 

elements (Nonaka 1994). The cognitive element refers to an individual's mental 

models consisting of mental maps, beliefs, paradigms, and viewpoints. The technical 

component consists of concrete know-how, crafts, and skills that apply to a specific 

context (Alavi and Leidner, 2001; Nonaka, 1994). Secondly, explicit knowledge is 

articulated, codified, and communicated in symbolic form and/or natural language 

(Alavi and Leidner, 2001). 

Small and Medium enterprises (SME‟s) tend to collect knowledge in tacit form. This 

happens usually in the owner‟s perspective but without disseminating its knowledge 

it in a proper manner. More specifically, is very difficult to turn tacit knowledge in 

SMEs into explicit. Although by sharing the tacit knowledge is the best way to help 

improve SME‟s performance (Ngah and Jussif, 2009; Kishore and Sundaram, 2018; 

Ibraheem, 2018). 

Also, another work found important the collection of knowledge from an 

organizational knowledge database (Wong and Aspinwall, 2004). 

2.5 Cloud-based Knowledge Management techniques 
 

Before exploring the cloud-based Knowledge Management techniques it is good to 

give a brief description of the cloud-based techniques that are based on the cloud 

computing terminology and its basic services. 

 

 

2.5.1 Cloud computing services 
 

 Cloud computing is a type of internet-based computing that provides network access 

to a shared pool of configurable computing resources (e.g., networks, servers, 
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storage, applications, and services) that can be rapidly provisioned and released with 

minimal management effort (Mell and Grance, 2010). 

Cloud computing is usually classified by different services (Mell and Grance, 2010). 

Three service models that serve the users in a different way are the Software as a 

Service (SaaS), Platform as a Service (PaaS) and the Infrastructure as a Service 

(IaaS). In the SaaS model the customer use service as software, using the 

infrastructure of cloud, such as storage. In the PaaS the customer acquires services to 

unfold onto the platform through the use of tools provided from the provider. The 

customers do not have the capability to actually manage the system that structures 

the platform (such as the network or storage) but is able to control the positioned 

applications. Finally, in the IaaS, the customer to foresees computer resources (such 

as storage) where the consumer can build cloud through a variety of tools, without 

affecting the underlying hardware and software.  

Also, Cloud computing can be classified by each type (Mell and Grance, 2010) in 

Private cloud, in Community Cloud, in Public Cloud and in the Hybrid Cloud. The 

Private Cloud, is a cloud is used only by one enterprise or organization. It can be 

managed either from the enterprise itself or by a third party. It provides better 

control of the infrastructure and blocks public sharing of information. The 

community cloud is a cloud used by a specific group of people, a community, in 

order to serve shared concerns. It can be managed by the organizations or by a third 

party. On the other hand, Public cloud, is the cloud that is provided to the general 

public by an external provider. Finally, the hybrid cloud is the cloud that can 

combine all of the above (private, community and public) in an inseparable way to 

serve common interest (Mell and Grance, 2010).  

Cloud Computing must provide various benefits such as on-demand service and 

network access to the shared recourses. This cloud model promotes availability and 

is composed of five essential characteristics (On-demand self-service, Broad 

network access, Resource pooling, Rapid elasticity, Measured Service) (Mell and 

Grance, 2010).  

 

It is considered critical of an organization to adopt the cloud computing model due to 

the cost savings that can offer. Currently, cloud computing is wide used from large 

enterprises and from some of the small or medium enterprises. However, security, 

interoperability, and portability are cited as major barriers to broader adoption.  

Finally, the operations of the enterprises have straight links on technology. 

Therefore, the relationships between them is not only much more dependent, but 

much more vulnerable as well (Orlikowski, 1992).  

2.5.2   Cloud-Based Techniques for Knowledge Management 
 

My intention is to find the appropriate, from the previous discussed, service models 

(IaaS, SaaS and PaaP) and explore the benefits and drawbacks of cloud-based 

techniques for managing knowledge in small and medium enterprises. To 
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accomplish this, the previous discussed service models need to be integrated in each 

enterprise (Randy, 2010). As Randy (Randy, 2010) discusses, IaaS can provide the 

most effective computing infrastructure by giving a specific business scenario based 

on the degree of financing, flexibility, reliability, security, and other factors 

important that someone‟s want.  

Also, PaaS strategy consecrates to provide effective tool for comparing different 

application platform options in terms of cost, flexibility, developer skills 

management and solution life-cycle management (Randy, 2010). It is not trivial to 

find the best platform for the application because all the above must be taking into 

account. 

On the other hand, SaaS uses an easier strategy because a lot of cloud-based 

software techniques already exist and can provide security, resiliency and low cost, 

all without requiring advanced information technology skills (Randy, 2010). 

OneWindow, Saleforce and online SharePoint are some examples of cloud-based 

Knowledge Management techniques. These tools can be adopted from any small or 

medium enterprise as they do not require any software or hardware purchases and 

provide capabilities via a web-browser. 

In this work, I will focus on the SaaS strategies that are already adopted from some 

small enterprises and I‟m going to explore if these strategies are applicable from 

each small or medium enterprise.  

 

 

 

2.5.3 The role of Cloud-Based techniques in Knowledge Management 
 

There is a wide variety of previous studies that show how to manage in an efficient 

way knowledge through cloud-based and Information Technology by presenting 

their benefits. This subsection summarizes those studies and highlights the 

importance of each study in the methodology of this thesis. 

 

The rapidly improvement of the technology makes computers to participate in my 

everyday lives. A lot of organizations, especially, large organizations are using 

different technologies to store, share and transfer knowledge (Kankanhalli et.al, 

2003). Also, as the technology continues to improved, it will change the nature of 

knowledge creation, storing and transfer (Holsapple, 2003). A very good example is 

the cloud-based Knowledge Management techniques that already adopted from the 

large organizations to help all the knowledge processes. 

 

Knowledge Management using cloud-based techniques is a very well-known and 

widespread topic (Cerri et. al, 2008). This work first introduces the aspect of having 

data in the cloud and supporting collaborative work by evaluating this with more 

critical scenarios. In addition, this work proposes a future vision of „knowledge in 

the cloud‟. This vision is related to emergency responses. 
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Moving on, (Delic and Riley, 2009) proposes the move of the cloud-based 

Knowledge Management techniques to the enterprises. This work discusses how the 

Enterprise Knowledge Management and the Enterprise Knowledge Cloud can be 

used in an enterprise as well as the problems that might arise. Also, in this work, the 

knowledge is divided into four components, including the hardware of the cloud, the 

applications that need to be run on, the content and the users. All of these 

components are used to synthesize the knowledge processes.  

 

Also, in (Liao, Chih and Fu, 2011) they discuss the benefits of the cloud-based 

Knowledge Management techniques by specifying that cloud computing can reduce 

the cost of the Knowledge Management systems by removing some redundant costs, 

that without cloud techniques it would be necessary.  

 

Another very important related work is the one of (Khoshnevis and Rabeifar, 2012) 

which the authors argued that in a cloud-based environment the main objective is to 

provide everything as a service (XaaS), including knowledge as a service (KaaS) and 

Knowledge Management as a service (KMaaS).  

 

Another more recent work, (Sadeghzadeh et.al, 2014), provides a fully detailed list 

of advantages and hazards by adopting cloud-based systems, as well as solutions to 

those hazards. More specifically, this work presents the adoption of cloud-based 

Knowledge Management techniques in the perspective of KaaS and Saas (software 

as a service). This work presents a cloud Knowledge Management framework for 

adopting cloud-based Knowledge Management techniques. This framework is based 

on four important parameters such as the relative risks of the organization, 

advantages of the adoption, the specifications of the company and also the 

environment specifications. However, this work presents a framework, it does not 

discuss the applicability of this framework in SMEs. 

 

Another very relevant to this thesis, work argues that cloud-based Knowledge 

Management techniques can provide great opportunities to Small and Medium 

Enterprises by adopting the techniques that larger organizations use (Sultan, 2013). 

However, this work does not identify the methodology of cloud-based techniques for 

managing knowledge. Also, this work except of the cloud-based techniques, 

discusses the significance of social networking in Knowledge Management. More 

specifically, it presents that cloud-based and social networking can be significant 

tools for managing the organization‟s knowledge and address behavioral problems of 

the employees (behavioral problems refer to the fact that employees spent a lot of 

time for the organizations knowledge or they refused to share important 

information).  

Another recent work discusses the development of the information techniques and 

also the cloud-based techniques in the management of knowledge (Rafiq, Bashar, 
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and Shaikh,, 2015). Although, the discussion includes the last five years and so the 

benefits on the organizations in practice are not well-widespread.  

It is very important that one of the knowledge processes (knowledge storage) can be 

done today by using cloud- based techniques. There are a lot of cloud-based 

techniques that can be used to store the knowledge of each organization. A related 

work suggests that in order to improve all the other knowledge processes, knowledge 

storage need to be done in the cloud including several extended functions 

(Gunadham, 2015). 

There are also some contradictive studies that show that the technologies are not less 

effective than the face to face interaction (Warkentin, Sayeed and Hightower, 1997). 

This makes a lot of people to be skeptical of the adoption of the technologies 

(Handzic and Zhou, 2005). Whereas proponents of IT argue that communication 

mediated by IT provides not only a quick way to receive help and valuable 

information, but also better access to knowledge from a large pool of people (Wasko 

and Faraj, 2000), critics warn that such communication lacks the richness of face-to-

face conversation (Sharratt and Usoro, 2003).  

 

The literature review shows that the last few years there is a turn to cloud-based 

Knowledge Management techniques. However, this also brings a lot of opportunities 

for new explorations. This is something that I focused on this thesis.  
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3.  Research Methodology and Data Collection 
 

This chapter describes the Research methodology that was followed in this study and 

the data collection that is needed to accomplish the goals of this analysis. Also, the 

research settings are determined consisting of the participants of this study. In addition, 

the methods that used for data collection and data analysis are presented. The description 

of the data validity and reliability, as long as the ethical considerations are taking into 

account and explained in this Chapter, as well. 

 

3.1 Paradigms 

 

It is very important to decide the philosophical paradigm that need to be chosen for 

this research. There are three traditional philosophical paradigms: the positivism, the 

interpretativism and the critical (Myers, 1997).   

More specifically, using positivism, the reasearch is more objective and assumes that 

knowledge can be examined by the relations between predicted and controlled 

phenomena (Orlikowski and Baroudi, 1991). 

On the other hand, interpretativism assumes that knowledge can be assumed by the 

meanings, views, and beliefs that the individuals assigned to the phenomena.  This 

means that knowledge can be gathered by examine individual‟s interaction with their 

social world (Orlikowski and Baroudi, 1991). 
 

Finally, critical paradigm focuses to the understanding of the experiences of real 

people. Critical approaches examine social conditions. The contradictions in the social 

world are natural and can lead to conflicts and disparities. There are some people that 

can benefit from these conflicts. So, the main objective of critical paradigm is to point 

out the existing conflicts and disparities, in order to help people be aware of what is 

really going on and take action in order to eliminate this (Orlikowski and Baroudi, 

1991). 

 

This thesis uses interpretive paradigm. As already mentioned in the previous section, 

Interpretive studies attempt to understand phenomena through accessing the 

meanings that the people assign to them. In addition to this, people create and 

associate their own meanings as they interact with the world around them 

(Orlikowski and Baroudi 1991).  Also, interpretive methods came up from the 

position that the information of reality is a social construction by human actors and 
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that this can be applied equally to other people (Walsham 1993). Thus, there is no 

information that can be discovered by some people and replicated by others 

(Walsham 1993).  

All the collected data in this research are represented and transformed into numbers 

to evaluate the effectiveness of a proposed approach. The main purpose is the 

exploitation and deep understanding of Knowledge Management techniques applied 

in the Small Greek enterprises.  

 

 

3.2 Research Methodology 
 

To accomplish this thesis, I followed the described methodology: 

Firstly, a very good reading of the theory related to Knowledge Management 

including cloud-based techniques and Information Systems was done.  

Also, due to the fact that this thesis is decided to follow a qualitative research 

approach, methods to accomplish this approach were read (Baxter and Jack, 2008; 

Lichtman, 2013; Stake, 2005). Qualitative approach is used for data that cannot be 

measured. The main goal of this approach is to explore and understand where a 

researcher has to make interpretations of the meaning of data (Saunders, Lewis and 

Thornhill, 2009).  The other approach is the quantitative. Quantitative research is the 

research that relies on the collection of quantitative data. The characteristics of this 

kind of research is that it collects as much data as can be collected in order to 

provide an accurate quantitative analysis and answer the research questions. 

Quantitative research is not appropriate for this study due to the fact that I am not 

going to explore and identify the results of this research but explore and identify the 

benefits and drawbacks of the cloud-based Knowledge Management techniques for 

SMEs.  

More specifically, the goal of this research is to benefits of cloud-based techniques 

for Knowledge Managements in Greek SME‟s. For that reason, a deep 

understanding of the decision process in businesses through qualitative study is 

mandatory. 

 

To come up with the benefits of cloud-based techniques for Knowledge 

Managements, an exhaustive research about these topics is needed. After that, a 

subset of solutions about managing information and knowledge using cloud and 

information systems need to be proposed.  

For this exploitation I used five small enterprises. While, 3 of them are already using 

cloud-based and information system solutions and the other two do not. 

To grab all the information related to the five SMEs, semi-structured interviews and 

document analysis should be provided. Choosing semi-structured interviews gives 

the opportunity to the interviewer to capture emotions and behaviors and to adjust 
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the interview on the fly. Furthermore, interviews can help the expert to have a face 

to face communication and feel more comfortable, having the ability to express his 

thoughts very easily. Semi-structured interviews will also, help us to validate the 

proposed methodology of this study. In addition, document analysis refers to the 

systematic procedure for reviewing or evaluating documents belong to the 

organization.  

 

According to Saunders (Saunders, Lewis and Thornhill, 2009) the point of a research 

study can be descriptive, exploratory or explanatory for the Information Systems 

(Walsham, 2006). Descriptive is used with the intention to explain and describe 

phenomena. The exploratory is performed in order to explore and investigate a topic 

or issue which is newer and it is not defined completely yet. Finally, the explanatory 

used with the intention to make clear and clarify the relationships between variables 

(Saunders, Lewis and Thornhill, 2009). This study is exploratory because I tried to 

investigate the usage of cloud Knowledge Management by identifying the main 

elements and characteristics that influencing the adoption procedure in SME‟s. 

Klein and Myers (1999) propose seven principals for evaluating interpretive research. 

Very briefly the seven principles that they propose are the following:  

1.The human understanding can be achieved by understanding the individual parts and 

all the integrated system together. 

2. Historical background of the research is mandatory. 

3.The interaction between Researchers and participants is very important 

4.The abstraction and generalization of a subject is important, as well 

5. Sensitivity into possible contradictions between theoretical and practical data is 

required 

6.Sensitivity into possible differences to understanding of some definitions between 

the researchers and participants is required 

7.Sensitivity among participants and researchers to different “biases” is required 

 

Cross-sectional study is when a topic or an issue studied on specific time and 

longitudinal study is when that take place in a bigger scale, sometimes it takes years 

to fully develop (Saunders, Lewis and Thornhill, 2009). 

 

This master thesis will conduct with a cross-sectional time for studying a specific 

phenomenon at a specific time. Cross-sectional study is ordinary for research that 

implement for academic courses (Saunders, Lewis and Thornhill, 2009). 
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3.3 Research Setting 

 

Nowadays, computers are very important in everyday life. Students are being taught 

from a very early age the computer basics and principles. It is very important that the 

tutor of computers should broadcast his knowledge in a very specific and efficient 

way (Rich et al., 2017). Such students can be of ages between 5 to 18 years old.   

 

As mentioned previously, I communicated with five Greek SME‟s, from which, 

three of them are currently using cloud-based information system Knowledge 

Management techniques.  

The research focuses in the field of computer education provided by educational 

SMEs. The reason that I‟m choosing this field is that I have observed a variety of 

issues such as low performance, inefficiency and complaints about the money 

savings. So, I come to the conclusion that this specific industry requires rapidity, 

flexibility and effectiveness in cloud-based KM. 

 

At the beginning, I contacted six of the educational SMEs where the one of them did 

not show any interest on this research. The remaining five educational SMEs were 

very eager to help in this study.  

From a brief discussion that I had via telephone, I realized that three out of the five 

in total educational SMEs are using cloud-based and information technologies for 

Knowledge Management, whereas the two of them do not. To be honest, one of 

those last two educational SMEs does not manage its knowledge at all. All of the 

five educational SMEs have less than fifty employees.  

 

To be more specific SME1 has 15 employees that take the responsibility of teaching. 

One of these employees is the director of the educational SME. All of the employees 

are responsible for the European Computer Driving License (ECDL) lessons whereas 

only three of them are trained for preparing children for the University exams. ECDL 

is the world's leading computer skills certification. Today more than 15 million people 

have engaged with the ECDL program, in over 100 countries including Greece. The 

ECDL program defines the skills and competencies necessary to use a computer and 

common computer applications. It offers a wide range of modules including Computer 

Essentials, Word Processing and IT Security. Candidates take exams usually once or 

twice a year to take the certificate. Another responsibility of this educational SME is 

to prepare children for the University exams. The three employees that provide help 

for University exams need to have master degree in computer science whereas this is 

not necessary for all the others.  The number of clients (students) in SME1 is 79, 

which is a large number of clients. The educational SME has five computer labs and 

each lab is equipped with ten computers. In almost all of the computer labs, 

interactive boards are installed. 
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SME2 consists of 17 employees and the main purpose of this SME is related to 

SME1. One of the employees is the director of the SME. The main difference 

between SME1 is that all the employees in SME2 are trained to provide lessons for 

University exams. This is a very good benefit that SME2 has. The requirement of 

this educational SME is that all the employees need to have master to teach children 

that need lessons for Universities. This SME has the maximum number of clients 

(students) of all the other SMEs. The number of the students are 100. The reason 

probably is that all the employees are trained also for University lessons. The 

educational SME has six computer labs and each lab is equipped with 15 computers. 

In almost all of the computer labs, interactive boards are installed. 

 

SME3 consists of 14 employees that are responsible to provide only ECDL lessons 

to the students. One of the employees is the director of the SME. This means that 

this educational SME is not responsible for providing lessons for University exams. 

Also, this educational SME has 60 clients (students). The educational SME has two 

computer labs and each lab is equipped with 15 computers. In almost all of the 

computer labs, interactive boards are installed. 

 

SME4 has only 5 employees and 20 students. One of the employees is the director of 

the SME. This educational SME is responsible only to provide ECDL lessons to very 

young children, ages of 7-15. Two of the employees of this educational SME are 

secretaries and the other 3 have classes of 7, 7, 6, students respectively. The 

educational SME has two computer labs and each lab is equipped with five 

computers. All the computer labs do not have interactive boards. 

 

Finally, SME5 has the smallest number of employees. This educational SME has 

only 4 employees that are responsible to teach 25 students. One of the employees is 

also the director of the SME. The lessons that these employees provide to the 

students are related to the ECDL lessons. This educational SME does not provide 

any other lessons to the students. The educational SME has two computer labs and 

each lab is equipped with ten computers. All the computer labs do not have 

interactive boards. 

 

3.4 Participants 

I based my selection of the five SMEs on my contacts that I have. More specifically, I 

knew one of the instructors of a specific educational SME that keens me to have this 

kind of research. The idea was to have as more SMEs as I could in this research to 

come up with a concrete result. To accomplish this, I selected 6 SMEs to participate in 

this research. Unfortunately, one of the SME was not interested in this research so I 

concluded with 5 SMEs. 

The exploitation was conducted with the preparation of the interviewees and 

document analysis. To prepare the interviews, I take into account that in the 
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educational SMEs they probably have employees over the age of 25 and under the age 

of 70 (something that mentioned me over the phone). The interviewees are consisting 

of some of the teachers and the director of each SME. In total, I interviewed 15 

individuals (two teachers and one director from each SME). The aim of this was to 

capture most aspects in terms of gender age, years of experience and position in all the 

educational SMEs.  

 

3.5 Data collection 

 

To collect data, I used both semi-structured interviews and document analysis. Semi-

structured interviewing is the most popular technique to render key information of an 

individual into more explicit form (Dalkir 2011). Semi-structured interviews require 

great skills of probing and correct communication from the part of the interviewer, 

who must uncover through follow-up questions the problems of the processes, how 

the processes could be better, and what the interviewee brings that it is beneficial to 

the organization. Several questions are required in order for the interviewer to reach 

a satisfactory conclusion of the interview. It is also important for the interviewer to 

probe for stories that better demonstrate and highlight the processes in action and get 

to the same level of understanding of the situation as the expert. Also, the person that 

is making the questions can kindly ask for summaries of the actions, which leads the 

interviewee to restate his actions without the unimportant parts (Cohen and Crabtree, 

2006). This process serves a way for the interviewee to demonstrate, in bullet-point 

fashion, what he/she thinks are the main issues in the organization. The interview 

questions were a mix of open and close questions. The interview questions derived 

from a combination of the appropriate literature and the document analysis that was 

preceded. Using this method can provide to the interviewee the ability to select 

terminology and depict precisely his/her thoughts without being guided to a certain 

conclusion as well as search for more standardized answers for specific data 

collection. Related to this, I have to use three separated semi-structured interviews 

(some questions may differ according to these interviews). This is due to the fact that 

as mentioned before only three of the five SMEs are using cloud-based, information 

system Knowledge Management techniques, whereas, the other two does not. Also, 

one of the two that they do not managing its information at all. So, three different 

semi-structured interviews are needed for this kind of exploration. The questions of 

the first interview that are related to the three educational SMEs that use cloud-based 

information system Knowledge Management, will target more the exploration of the 

effectiveness of these techniques. On the other hand, the other semi-structured 

interviews will target the inefficiency that comes from not using these techniques or 

even not managing the educational SMEs knowledge at all. The mean that I used 

during the interview was a video recorder in order to have the whole interview in my 

place for further analysis. The interview process was around thirty minutes to one 

hour. Initially it was planned for thirty minutes but I didn‟t want to interrupt the flow 
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of the interview. So, at most cases, it lasts more than thirty minutes. Furthermore, it 

is important to note that I took their approval to record a video during the interviews 

in order to have the complete answers without missing anything (Cohen and 

Crabtree, 2006). This video was deleted at the end of the data reporting. This is what 

was agreed from the beginning with the directors of each educational SME due to 

the confidentiality of the data in the video.  

 

The other technique that I use was document analysis. Document analysis refers to 

the systematic procedure for reviewing or evaluating documents that belong to the 

organization. The documents can be both printed or in electronic form. Document 

analysis requires that data be examined and interpreted in order to elicit meaning, 

gain understanding, and develop empirical knowledge (Corbin and Strauss, 2008). I 

analyzed all the documents that were non-confidential and referred to the students 

and the teachers. The documents that were referred to the students consist of 

information about each lesson, time that the student started in the educational SME, 

and the student‟s progress. On the other hand, the data that are referred to the 

teachers (employees) consist details about different procedures that need to be 

followed in an action that need to do, such us when a new student comes to the 

educational SME. 

 

As mentioned before to collect the primary data semi-structured interviews and 

document analysis should be provided.  

Before the interviewing process I communicated again with the educational SMEs to 

ask about the category of employees. If for example there is a hierarchy list and their 

responsibilities of each of the employees. Furthermore, I choose to provide 

document analysis before the interviews to have an idea of the background of the 

educational SMEs. This information helped at the construction of the interviews.   

To collect the data, I visited personally all the five small educational SMEs. As 

mentioned before the usefulness of the semi-structured interviews is that it captures 

emotions and behaviors and adjusting the interview on the fly. 

 

The secondary data collection provided by other researchers that have already 

conducted research and produced data. In this research, I provided data from 

previous literature, because it is crucial for every academic thesis, as it generates an 

establishment for improving knowledge. For that data, I searched in LNU library, 

DIVA-portal and GOOGLE scholar. The integrity of resources was taken into 

thoughtfulness, preferring mostly journal articles. Also, documents in electronic or 

printed form are selected from each organization. The selection of these documents 

must be done very careful to help the better analysis of the content of the documents. 

Content analysis is the process of organizing information into categories related to 

the central questions of the research.  
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3.6 Policy of Document Analysis 

 

In this work, I use document analysis in addition with the interviews to provide the 

validity of this research. I have decided to provide the document analysis before the 

interviews. 

The document collection and analysis has been conducted before the interviews to 

have an idea of the employees and their responsibility in each SME before 

constructing the interviews. The document analysis was decided as the first method 

because documents can provide data that help to understand the background of the 

SMEs. Also, the data from the document analysis help me to construct the interviews 

with the appropriate and precise questions to all the employees.  

 

The process of the document analysis that I have decided to use has the following 

stages (Altheide, 1996): 

1. Set inclusion criteria for the documents. These criteria are related with the 

methodology of the data collection, accuracy of the data, period of data 

collection and the content of the data. The data should be kept for no longer 

than the period that is necessary and also it should be kept safe from 

unauthorized access, accidental loss or destruction (Tripathy, 2013). 

2. Collect data. To collect all the data for analysis, I first visited the educational 

SMEs to ask for privileges.  The educational SMEs that use cloud-based 

techniques gave me online privileges for accessing the shared folders. On the 

other hand, to collect the documents from the intuitions that do not support 

cloud-based Knowledge Management techniques, they provided me a usb with 

all the necessary documents.    

3. Articulate key areas of analysis. The basic key areas of the analysis are to find 

the benefits and drawbacks of the cloud-based Knowledge Management in 

SMEs, find the cloud-based tools that the Greek SMEs use to manage their 

knowledge and how knowledge processes are used in the Greek SMEs. So, I 

focused my analysis into these three main objectives. 

4. Code data/documents. To codify the data from the document analysis I use 

decision trees. I choose to go through this procedure to further understand the 

main issues of all the organizations and understand how important is to use 

Knowledge Management techniques in these educational SMEs.  

5. Evaluate the data. To evaluate the data from document analysis, I used what I 

have learned from the theory to make several comparisons. This helped me to 

come up with some insights for each educational SME.  

6. Provide the analysis. Finally, I provided the analysis firstly to the employees 

(teachers) of the educational SMEs to cross-check the conclusions that I came 

up and also to be sure that I do not violate the confidentiality of the 

educational SME. After this, I presented the results in this thesis. 
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As said before, to codify knowledge I used decision trees. I choose to go through this 

procedure to further understand the main issues of all the organizations and 

understand how important is to use Knowledge Management techniques in these 

educational SMEs.  

I use decision trees for representing the data because the project is related with some 

decisions that someone needs in the educational SME. This is also the explicit 

knowledge that need to be forwarded among all the teachers in a specific educational 

SME. I do not choose other methodologies for knowledge codification such as 

cognitive maps because cognitive maps show the information in mental 

representation that cannot show the connectivity between the different functionalities 

of the educational SMEs.   

Please note, that the decision tree that I come up used only to help me to understand 

better the basic functionality of each educational SME. This decision tree will be not 

used for any other reason and further analysis. Furthermore, it is important to 

understand the basic functionality of each educational SME to have the ability to 

find the hidden information that is related to this functionality. 

 

The decision tree of a student that applies to an educational SME can be found in the 

Appendix. I choose to present the decision tree using flow charts for a better 

understanding. 

 

3.7 Semi-structured Interviews 

 

I use semi-structured interviews to grab all the information from the employees in 

each organization. Semi-structured interviews method is used as the second method 

after the document analysis. Choosing semi-structured interviews gives the 

opportunity to the interviewer to capture emotions and behaviors and to adjust the 

interview on the fly. Also, semi-structured interviews can provide reliable, 

comparable a qualitative data (Cohen and Crabtree, 2006). Furthermore, interviews 

can help the expert to have a face to face communication and feel more comfortable, 

having the ability to express his thoughts very easily.  

Interviewing is the most popular technique to render key tacit knowledge of an 

individual into more explicit forms. Semi-structured interviews require great skills of 

probing and correct communication from the part of the interviewer, who must 

uncover through follow-up questions the problems of the processes, how the processes 

could be better, and what the interviewee brings that it is beneficial to the 

organization.  Several questions are required in order for the interviewer to reach a 

satisfactory conclusion of the interview. It is also important for the interviewer to 

probe for stories that better demonstrate and highlight the processes in action and get 

to the same level of understanding of the situation as the expert. Also, the person that 

is making the questions can kindly ask for summaries of the actions, which leads the 

interviewee to have a general idea. To analyze the data that come from the interviews, 
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I transcribed, coded, categorized and themed the data, firstly. I followed such process, 

in order to have complete view of the data to come up with concrete conclusions. 

 

3.8 Validity and reliability 

 

It is utmost important to ensure the variability and reliability of the research.  

Reliability is strictly correlated with the consistency of the research data. Reliability 

can be categorized as internal and external. Internal reliability ensures that the results 

of the research with the specific data will not change having the same conditions, 

analysis, interpretation, data collection, etc. (Sanders and Liptrot, 1994).  

In addition, the validity refers to how accurate is the information that retrieved from 

the research. To expose the validity, several techniques have been proposed 

(Hitchcock and Hughes, 1995). Such techniques are: triangulation, rich descriptions, 

member checking, and peer debriefing (Creswell, 2014).  

In this study, I tried to take into account both reliability and validity. So, I use the 

method of triangulation for the validity of the data. The data have been triangulated 

with the method of interviews and document analysis. Both techniques are used to 

complement each other and give complete results and observations.  

 

3.9 Ethical considerations and Limitations 

It is very important to discuss the ethical considerations on the qualitative research 

(Marshall and Rossman, 2014; Merriam, 1998). 

 

Due to the fact that this research was conducted with the use of interviews and 

organization documents, ethical considerations are critical. It is very important to 

respect that the research is allowed only if the subject has consented to the research 

that concerns him or her (CODEX, 2016). So, except of the basic ethical rule of 

keeping the interviewee‟s privacy, it is crucial to inform the interviewee of the 

overall research plan, aims and method that will be used (CODEX, 2016). Also, the 

researcher that performs any kind, of research that engage human subjects must be 

certain that no one hesitate or suffers because of the outcome of the survey (Fowler, 

2002). In order to accomplish this, I gave them a consent form to be signed by each 

participant, shown in the Appendix II. Contacted with the five educational SMEs, 

they all reported to me that they want not to reveal their real names in the report 

even if the document will not be public. They expressed this wish by giving me the 

explanation that because all the educational SMEs are wrapped to the same field 

probably the industries will be competitors. I fully respect their desire so in this 
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research I will refer to the five enterprises as SME1, SME2, SME3, SME4 and 

SME5 and keep their names confidential.  

Related to the document analysis I agreed to analyze only non-confidential 

documents to nor violate the privacy of the company and not be in the process to 

sign any non-disclosure agreement (NDA). 

Additionally, due to the fact that documents are mainly referred to students, ethical 

issues related to the access of information about the students arise. To protect 

student‟s details and keep their privacy, the employees of the educational SMEs did 

not disclose the student‟s names, ID numbers, or other personal details that students 

shared with the educational SMEs, in the documents that they provided to me.  

 

The data that obtained for the secondary analysis (document analysis) should not be 

excessive. The data in document analysis should be evaluated for certain criteria. 

These criteria are: the methodology of the data collection, accuracy of the data, 

period of data collection and the content of the data. The data should be kept for no 

longer than the period that is necessary and also it should be kept safe from 

unauthorized access, accidental loss or destruction (Tripathy, 2013).  
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4 Results and Findings 

 
This chapter describes the results that come up from the interviews and the document 

analysis of the five educational SMEs. Also, the main findings are summarized in 

order to answer the initial research questions. 

 

 

4.1 Results from the Document analysis 

 

This Section analyses the findings from the document analysis of the four of the five 

educational SMEs. The three of the educational SMEs are using cloud-based 

Knowledge Management techniques such as shared repositories in Dropbox and 

SharePoint with the help of Enterprise Content Management (ECM) to manage their 

knowledge, whereas the other one uses offline word and excel files to manage 

knowledge. 

All the four educational SMEs gave me privileges to access their documents and 

check how the documents are organized.  

Generally, having shared data is more efficient to the organizations because the 

updates to these documents can be done online by improving the performance of 

each process.  

On the other hand, not cloud techniques (excel and word) provide less performance 

because each update need to be transferred to all the employees and also the 

categorization of the repositories need to be done in a way to not overwrite some 

important data or erase by mistake some data. 

 

4.1.1 Document analysis to the non-cloud-based repositories 

 

I started the analysis of the documents that are not cloud-based. So, to accomplish 

this, the employees gave me a usb with all the data that I needed. They also told me 

that each of the employees has each own copy of the data that appear in the usb and 

there is a master usb that at the end of each day there is a responsible person that 

copies all the data of each usb to the master one. Also, this person updates all the 

usbs of each employee. This is a wasteful process that takes from 1 to 3 hours in the 

case that there are a lot of changes and a change overlap another.   

I started looking the usb with all the data. I understood that there was an excel file 

with all the students and different details of each student. I noticed that in the case 

that a new student is added or deleted, the teacher that was responsible of this 

student need to do this process. So, each student has only one responsible teacher for 

each year. This teacher was responsible also to take money from each student that 
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was responsible for. Each student is responsible of at least 20 students. This is a 

relationship of one to many.  

A main issue that I understand is that if a new student is added from a teacher and 

another is deleted from another teacher, this leads to a mess and needs a lot of time 

from the employee that is responsible to combine all these updates. However, this 

wastes time to manage knowledge.  

Also, in the usb I found the staff of the lessons of different teachers. The directories 

were categorized with the name of each teacher. Although, there were some lessons, 

the teachers have duplications of the staff. This makes a huge demand of storage, to 

store all this data.  

Also, in each of the teacher‟s folder I found another excel file that was separated in 

the different weeks and the progress of each student for each week. 

Finally, I found that there was a folder with some documents that described the 

procedures when a new teacher was hired. 

An important observation here is that the most knowledge of different procedures 

was missing. All the educational SMEs were trying to manage their data and not 

their knowledge. This is very important observation because I came up with some 

questions related to Knowledge Management for these educational SMEs. 

 

4.1.2 Document analysis to the cloud-based repositories 

 

Moving on, I continued my analysis to the repositories that appeared in the cloud. To 

accomplish this, the educational SMEs gave me privilege access to the cloud-based 

repositories. The tools that the educational SMEs are using are Enterprise Content 

Management on top of Dropbox and SharePoint.  

Accessing the appropriate repositories, I found out that the problem with the updates 

and the loss of performance was not faced in this case. This was an important 

observation that I made and benefits cloud-based Knowledge Management 

techniques.  

However, I also noticed that there were several repositories and documents with 

meaningless names that I spent a lot of time to understand their functionality. 

Finally, I also found that there were some documents with the information about the 

procedure when a new teacher was hired. Although, the information was there, this 

knowledge was totally misleading. This is one drawback that I faced in all the 

educational SMEs that use cloud –based Knowledge Management techniques. 

This is not to say that cloud-based tools have this drawback but the inefficient use of 

these tools makes the loss of performance again a drawback.  

 

I understood that even if they have some powerful tools they do not use them 

efficiently. After this observation, I asked the employees why this happens and they 

told me that they did not know the different cloud-based tools from the beginning, so 

they did some mistakes on the organization. Also, they mentioned to me that the 
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educational SMEs did not provide any training to the employees related to these 

tools.  

 

After I finished, the process of document analysis, I had the specific background and 

an idea of what was happening in each organization. This process helped me a lot to 

construct the semi-structured interviews for each of the organizations. Basically, the 

interviews helped me to have a concrete idea about the use of cloud-based 

Knowledge Management techniques and to validate my findings from the document 

analysis. Also, interviews are very helpful to cross-check if what I understand from 

the document analysis is true. Interviewing process can track, also, the behavior of 

the employees, which is something very useful for such analysis. 

 

4.2 Results from the Interviews 
 

This Sub-section analyses the findings from the interviews of the five educational 

SMEs. The interviews are categorized into three categories as shown in APPENDIX 

I. From my exploration using the document analysis of each organization I found 

more helpful to come up with three categories of Interviews. These categories are 

described as follows: 

a. Interview 1: For the 3 educational SMEs that are using Cloud-based 

Techniques for Knowledge Management (SME1, SME2, SME3) 

b. Interview 2: For the 1 educational SMEs that are using Knowledge 

Management techniques but not cloud-based (SME4) 

c. Interview 3: For the 1 educational SME that is not using any Knowledge 

Management techniques (SME5) 

 

Below can be seen the grouped answers of the three interviews. First, I describe the 

answers related to the SME‟s that are common to all the three interviews. Then, I 

will focus on the description of the Knowledge Management questions and finally to 

the questions related to cloud-based techniques for Knowledge Management. Please 

note that all the data representations (tables, figures), that I used below are used for 

the illustration of the data to be better understandable from the reader. So, this 

representation is not used to show the quantitative meaning of the data but only for 

the representation of them. The research approach for this study is qualitative, 

something that can be taken from these data. 

 

4.2.1   Findings related to SME‟s 

 

All the organizations are asked about the kind of the educational SME, the number 

of employees, the work that they are doing in the organization and the main issues 

that are facing when a new employee is coming to the organization. The 

interviewees are consisting of two teachers and one director from each SME. The 
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details about each educational SMEwere described in the Methodology Chapter. So, 

below I summarize the basic description of each SME. 

 

 

4.2.1.1 Summary for all the SMEs 

 

All the five educational SMEs answered that the number of employees does not 

exceeds the 20 people. This is one prerequisite of an organization to belong is a 

small enterprise. More specifically, the total number of employees for each of the 

educational SMEs is shown in Table 3. As I can see from the Table, the three SMEs 

(SME1, SME2, SME3) that use cloud-based Knowledge Management techniques 

have more employees than the other two SMEs (SME4, SME5). This is absolutely 

legitimate due to the fact that the more the employees, the more the need for 

managing knowledge more efficiently. 

 

Table 3: Number of Employees and clients (students) for each SME 

 
 

 

The number of clients (students) in each educational SME does not exceed the one 

hundred. This is also one of the main reasons that some of the educational SMEs do 

not use any Knowledge Management technique to manage their knowledge. Table 3 

shows the number of clients per SME. As I can see from the Table, the SMEs that 

use cloud-based Knowledge Management techniques have more clients than the 

other two SMEs. Also, from the Table I can observe that SME4, that uses 

Knowledge Management technique, has less students than SME5 that does not use 

any Knowledge Management technique. This happens in contradiction with the 

number of employees that SME4 and SME5 have. As I can see from Table 3, SME5 

has less employees than SME4. Here it is possible to say that the number of 

employees plays a crucial role to the adoption of cloud-based Knowledge 

Management techniques.  

 

 

Name of SME Number of employees Number of clients 

(students) per SME 

SME1 15 79 

SME2 17 100 

SME3 14 60 

SME4 5 20 

SME5 3 25 
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All the educational SMEs are young and new in the enterprise field. This makes the 

adoption of Knowledge Management techniques much difficult. The reason is that as 

the time passes, SMEs accumulate experience and knowledge, which allow them to 

create conditions to use Knowledge Management techniques. The number of years 

where the SME is active linked to the business success. 

There are several problems that all of the five educational SMEs are facing. First, of 

all the employees in all the educational SMEs are working with limited base 

contracts, usually for six months. This is an important problem, because the new 

employees need to learn the process, legislation and all the educational SMEs 

responsibilities from the beginning that is a very time hungry procedure. On the 

other hand, it is very common that the new employees make a lot of mistakes that 

affect the smooth operation of the office and stress the students. It is very important 

for the students to not have bad experiences from the educational SMEs because 

they might leave from the educational SME and do not trust it again.   

4.2.2 Findings related to Knowledge Management 

 

According to the data of the interviews three of the organizations are managing their 

knowledge by using different techniques.  

 

Below I summarized a typical day of an employee (teacher) of these educational 

SMEs, based on the interviews. Note that there are some employees in some of the 

educational SMEs that behave differently but I take the most common behavior and 

I‟m highlighting the differences when there is needed. A typical working day of an 

employee in the educational SME is to prepare the staff for the computer lessons. 

Also, the different teachers are responsible to make and receive calls from the 

parents of each student and let them know about the progress of their kids. Also, the 

teachers are responsible to add grades to each student every semester. Another 

responsibility of the teachers is to get paid from the students about the lessons that 

they provide and they need to track the information about the payment (name of the 

student, month of payment, amount of money). All this information is logged in 

different documents.   

In general, the teacher‟s role is to teach and provide assistance to students. 

Moreover, there is no specific, formal set of rules, such as a legislature that the 

teachers have to follow, which this makes the work of each educational SME more 

complicated, especially for new staff. This is important information that need to be 

transferred to all the teachers. There is a kind of certain procedure that they have to 

follow for a new student that register in an educational SME. For example, need to 

have some information about this new student (ie. ID, social security number) and 

also need to classify him in a class. At the same time the teachers need to prepare all 

the lessons that have some differences from the other educational SMEs. Some 

educational SMEs have also a website available with all the details about the lessons 

that they provide. However, things tend to get tougher when a new employee 

undertakes a new student or a new lesson. In this case, the new employee needs to 
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inform the student about all the papers that are needed from the student without 

making any mistakes and also need to learn how to teach the lesson at the 

educational SME. Furthermore, the new teacher need to learn very fast about the 

lessons that are already, have teach and get familiarized with all the staff. Almost all 

the owners of the organizations noted that they are facing some problems when a 

new teacher comes to the organization. In some cases, some of the students were 

complaining about the time that is spent for the new teachers to get familiarized with 

all the staff. Almost all the educational SMEs agreed that a system where they can 

have everything in a click of a mouse on a single site, instead of spending time 

searching in Google that is very crucial. They also noted down some issues that are 

of great importance since the staff in these organizations is changing every one year. 

This matters since experience is the most important asset of the staff in order to deal 

with all the arising problems. 

 

As said before, I used decision trees to codify the information of the document 

analysis, to better understand the procedure. So, from this I come up to the 

procedure: 

When a student applies for a new position in one of the five educational SMEs. It is 

firstly checked if the month of the application is for September or in another time of 

the year. Then the teachers are asking the students some question related to their 

personal details and they ask them to fill a form with their details and their 

preferences to some of the courses. While the students are providing their details, the 

teachers are responsible to prepare a test to categorize the students in a class or 

understand the student‟s level. In the case that a student applies for lessons another 

month of the year except September the student will pay for a private lesson and the 

lesson begins. On the other hand, if the student applies for lessons starting by 

September, the students fill the appropriate test and then the teacher checks if there 

is enough space in a class for this student. In the case, that all the classes are full 

(limit is 10 students per class) the teacher is providing private lessons to this student 

without 

any extra fee. In the case that there is enough space in the class. Then the student 

starts group lessons with all the other students. All this information need to be 

forwarded in an efficient way without spending time in the procedure. This is also 

the reason that all the educational SMEs need to transfer this information into 

knowledge and manage it properly. 

 

This is a frequently phenomenon due to the fact a lot of teachers leave temporarily 

from the work either due to maternity or due to normal illness. So, for this time 

period another teacher needs to replace the position and acquire all this knowledge.    

 

The role of the director is pretty much the same as a teacher. However, there are 

some more responsibilities that need to take into account. As the directors mentioned 

to me, they need to pass through the progress of all the students and check it. In the 
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case that a student has a downward progress, the director needs to inform their 

parents for this. 

Also, the director is responsible for the complaints about teachers. She/he explores 

all the complaints and asks from the teachers to have a meeting to address the issues. 

Usually, this meeting happens rarely, 1 or 2 times per month. 

 

Some other questions where related to the tools that the educational SMEs are using 

to manage their knowledge. Three of the educational SMEs are managing their 

knowledge with cloud-based tools, whereas, 2 are managing their knowledge with 

not cloud management techniques. Finally, only one of those two educational SMEs, 

does not managing its knowledge at all. In the next subsection, I will discuss about 

Cloud Knowledge Management techniques.  

So, the educational SME (SME4) responded that for managing its knowledge it is 

using some documents like excel and word files, internally in the educational SME. 

Also, one of the two are storing this information not even in the computer. All the 

employees of both educational SMEs mentioned that it is very important and useful 

to use such tools for managing knowledge. However, it is important to mention that 

in the case that a new teacher comes for work it is occurring a small mess. The 

reason as they told us is because they need to find the documents to send or give to 

the new employee and this spend some time, which this is not so reasonable.  Both, 

educational SME‟s employees say yes to the question if they would think to adopt 

cloud-based techniques in their educational SMEs. As I understood from my 

discussion the employees can understand the importance of cloud-based techniques. 

So, one of my questions was related of the degree of willingness to adopt cloud-

based Knowledge Management techniques. I asked them such question by giving 

them five options. The closer to five, the more degree of willingness. More 

specifically, the 5 represents Extremely, 4 represents Very Much, 3 represents 

Moderately, 2 represents Slightly and 1 represents Not at All.  

 

 Also, about the SME1. SME2 and SME3I asked them the willingness to adopt 

cloud-based another Knowledge Management technique. As the results show, SMEs 

that are currently using cloud-based techniques (SME1, SME2 and SME3) do not 

show any interest to change or adopt an additional technique for managing 

knowledge. This can have two different meanings, whereas the first is that these 

SMEs are very content with the techniques that are already use and the second is that 

they are not content at all so they do not need any other technique. The following 

text present which of the two cases is valid.  Furthermore, SME4 shows a great 

interest to adopt cloud-based techniques. 

 

Finally, the educational SME with no expertise in any Knowledge Management 

techniques shows willingness to adopt a technique for Knowledge Management. 
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4.2.3 Findings related to Cloud-based Knowledge Management 

Techniques 

 

As I mentioned before three of the five educational SMEs are using cloud-based 

techniques to manage their knowledge which is very important for a specific 

organization. So, I asked them what kind of tools they are using. The two of them 

(SME1, SME2) told me that they use Dropbox and the other one told me that they 

use SharePoint (SME3).  

It is quite well, in small enterprises to use Drobox or SharePoint. Both cloud-based 

techniques are used to store any information that the organization needs. In addition, 

Dropbox and SharePoint are the most popular file hosting services in the cloud. Of 

course, it is the responsibility of the employees to manage the information and store 

it in such repositories. So, to accomplish Knowledge Management in the cloud the 

two educational SMEs are using Enterprise Content Management (ECM). ECM can 

manage all the data of an organization and it can put to work the most advanced 

metadata tools.  If ECM used properly it can maximize the productivity of existing 

systems and processes.  

ECM is a technology strategy and method used to capture, manage, access, integrate, 

measure and store information. This information is typically vital to any organization 

operation and can come in the form of documents, emails, invoices, contracts etc. 

Most companies determine that they need an ECM document management solution 

after identifying an overarching business challenge of often handling too much paper 

that causes bottlenecks when trying to process, access or store information (ECM, 

2017) 

 

 

Table 4, summarizes the Knowledge Management tools that each of the SMEs uses. 

As the Table shows, the three first SMEs uses cloud-based Knowledge Management 

tools, whereas the other two do not.  

 

 

 

 

 
 

 

 

Knowledge Management Tools 

SME1 Public repositories and Dropbox with ECM (Cloud-based) 

SME2 Public repositories and Dropbox with ECM (Cloud-based) 

SME3 Public repositories and SharePoint with ECM (Cloud-based) 

SME4 Private repositories (excel and word) (No Cloud-based) 

SME5 Nothing  
 

Table 4: Knowledge Management Tools that each SME uses 
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However, asking them to describe a little bit each of the tools no one of them reply 

to me. As they told me they pay for the services (SharePoint, Dropbox and ECM). 

Discussing further I understood that two of the three educational SMEs that use 

cloud-based Knowledge Management techniques lose performance and some money 

to manage their knowledge (SME2 and SME1). The reason for this is that the 

employees do not use efficiently the tools. They don‟t have the expertise on these 

tools and they don‟t use the knowledge repositories as they must do. They store 

information for themselves and not publicly. This is an important problem that 

different organizations are facing. So, by asking them if they prefer managing 

knowledge in the cloud they told me that they prefer to manage it by their own. On 

the other hand, the last organization (SME3) that has a responsible person to store 

and manage knowledge shows that they can manage very well their information with 

cloud techniques and the most important thing is that comparing themselves before, 

they told me that now they can save a lot of time by having the organization‟s 

knowledge in the cloud. Also, they do not have dependencies between the employees 

because all the information appears in the cloud. All the employees of this SME 

express that they have a lot expertise on the tools. 

Furthermore, I did two extra questions to the SMEs employees. The first question 

was related to the time (performance) that they spend to train a new employee. The 

answers that I took, surprised me. SME4 and SME5 have no expertise at all to any 

cloud-based Knowledge Management techniques but they can train a new employee 

in less time than SME1 and SME2 that use cloud-based Knowledge Management 

techniques and they also have some expertise. Moreover, SME3 spends the less time 

to train their employees.  

The second question was to see if they have any money savings in the educational 

SME from the time that they use cloud-based Knowledge Management techniques. 

This question is appropriate only for the three first SMEs (SME1, SME2 and SME3) 

that they already use cloud-based Knowledge Management techniques. For the other 

SMEs, I did a hypothetical question by asking them if they believe that they can save 

money by adopting cloud-based Knowledge Management techniques.   

SME1 answered that loses money that they have before adopting cloud-based 

Knowledge Management techniques. On the other hand, SME2 does not either gain 

extra income or lose income from the income that has before adopting cloud-based 

Knowledge Management techniques. Finally, SME3 gains some extra money from 

the income that has before using cloud-based techniques. The reason that SME1 and 

SME2 does not gain any income is, as they told me, that they exploit the time where 

the educational SMEs were close to train their new employees. This costs them extra 

salaries to the employees that work for that period. This was not happened with 

SME3.  

At the end, I have asked SME4 and SME5 what they believe they can gain by using 

cloud-based techniques. Both educational SMEs answered me that they can double 

their income by managing their knowledge with cloud-based Knowledge 

Management techniques. They believe that they can have more clients (students) due 
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to the fact they will not spend a lot of time to managing their knowledge and will be 

focused on the other educational SME liabilities. 

Finally, to conclude, employees from SMs shared with me an incident that they face 

with one of their ex-employees. This incident was related with one of the ex-

employee that went to a competitor educational SME. This employee stoles the 

organization knowledge before leaving due to the fact that has the privileges for 

confidential data. This is something that I found very important for this analysis. 

Also, this fact justifies the reason that SME2 does not trust cloud-based Knowledge 

Management techniques.  

To sum up the previous results, I summarized the degree of satisfaction of each 

knowledge process that I observed by combining the analysis from the interviews 

and the document analysis. SME3 satisfies all the processes to the maximum. The 

reason is that SME3 has a responsible person that is familiar with the Knowledge 

Managementcloud-based techniques and can create and store knowledge efficiently. 

The efficient creation and storage can provide also efficient transfer for knowledge. 

As I can see also from the graph, even if SME1 and SME2 use cloud-based 

Knowledge Management techniques they do not satisfy in an efficient level the 

knowledge processes. This indicates the reason that SME1 and SME2 loses a lot of 

performance by using cloud-based Knowledge Management techniques. 

Furthermore, SME4 that uses non-cloud Knowledge Management techniques, it can 

create knowledge efficiently but cannot store and transfer not so much efficiently.  

Finally, even if SME5 does not use any Knowledge Management technique, it can 

transfer its knowledge more efficiently than SME1, SME2 and SME4. This happens 

because as I realized there is an appropriate person that it is always there and trains 

the new employee. The results will be change for SME5 for sure when this person 

will leave from the educational SME. 

 

At this point, I will summarize the benefits, issues and possibilities of cloud-based 

Knowledge Management techniques for each SME that I found from the interviews 

and document analysis.  

Firstly, SME1 uses cloud-based Knowledge Management techniques. More 

specifically, this SME uses Dropbox to store online organization‟s data and ECM 

tool to manage the stored data. Although, SME1 uses cloud-based Knowledge 

Management techniques, it spends the maximum time to train a new employee than 

the other SMEs. This happens due to the low expertise that the employees have in 

cloud-based Knowledge Management techniques. As a result of this, I understood 

that, it is very important to get familiarized with the cloud-based Knowledge 

Management techniques to have some benefits. The benefits that an organization can 

gain can be to reduce the time that an SME spends to train the new employees. Time 

is very important especially when the new employee comes at a “hot period”, for 

example in the middle of an academic year. At this time, the employee need to be 

customized very fast by learning all the knowledge that is needed. 
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Also, the document analysis that this SME satisfies the knowledge processes in a 

low level. This is another issue that the comes up with the low experience that the 

employees have.  

Secondly, SME2 is another organization that uses cloud-based Knowledge 

Management techniques. SME2, uses Dropbox and ECM, as well as to the first 

SME. In contradiction with the first SME, SME2 spends less time to train the new 

employees, but they have more expertise on these cloud-based Knowledge 

Management techniques. This comes to the same results as the first SME. Also, this 

SME satisfies in low level the knowledge processes and he transfers the knowledge 

in even lower level.   

Thirdly, SME3, is the SME that uses SharePoint and ECM to manage the 

organization‟s knowledge. The reason that they choose SharePoint instead of 

Dropbox is because they wanted to organize their data in a more hierarchical view 

and keep also version controlling. This SME has the more expertise for the cloud-

based Knowledge Management techniques. This is also depicted to the results of the 

time that the employees spend to train the new employees. This SME satisfies all the 

knowledge processes in the highest level. As the results showed, the time that is 

needed for SME3 to train the new employees is much less than the time that the 

other organizations need.  

All the above concludes that the adoption of cloud-based Knowledge Management 

techniques can bring some benefits in the time that is needed to transfer the 

knowledge for new employees. Also, the experience has a strict correlation with the 

satisfaction of all the knowledge processes such as knowledge creation, knowledge 

storage and knowledge transfer. The issues and challenges are that the employees 

need to have experience to the cloud-based techniques to have the opportunity to use 

them efficiently.  

The other SMEs are not discussed here, due to the fact that they do not use any 

cloud-based Knowledge Management technique.  

 

The main findings of this analysis are summarized below: 

1. The more expertise the employees have in cloud-based Knowledge 

Management techniques, the more benefits they can have. 

2. Adopting cloud-based Knowledge Management techniques, the Greek SMEs, 

can have benefits in terms of performance and money savings. Performance 

at this point, determines the time that they need to process a specific action. 

3. The correct use of cloud-based Knowledge Management techniques is 

strictly correlated with the satisfaction of the knowledge processes.  

4. On the other hand, the incorrect use of cloud-based Knowledge Management 

techniques can result to many drawbacks, such as lose of performance (time 

that is spent for a specific process) and money.  

5. Although, some of the educational SMEs are managing their knowledge they 

did not use the appropriate methods to do this and they lose important 

information that need to be stored.  

These findings are discussed in more details in the next Section. 
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5 Discussion and Main Findings 
 

 

This chapter discusses and answers the initial research questions from the document 

analysis and interviewing process. In addition, I compare the main findings of the 

analysis with what I have learned from the theory by showing the differences and 

similarities. At the end of the Chapter, the main findings are collected and presented 

in order to have a whole idea about the main observations.  

 

 

Although, there are a lot of benefits adopting cloud-based technologies and 

information technologies for Knowledge Management may have some implications. 

For example, it is of utmost importance the security and privacy of the data, the 

availability of the data at a given time, the maintenance of some Knowledge 

Management techniques and more. 

In this study, an exploratory, qualitative research was provided to answer the 

following question and sub-questions.  

 

 What are the benefits and drawbacks of cloud-based Knowledge 

Management in some of the Greek SMEs? 

 

Also, in this thesis I will try to answer some sub questions relate to cloud-based 

Knowledge Management techniques. 

 

These sub-questions are described as follows:  

1. How knowledge processes (knowledge creation, knowledge storage, 

knowledge transfer) are used in Greek SMEs according to cloud-

basedKnowledge Management techniques? 

2. What are tools that the Greek SMEs use to store and share their information? 

 

  

To answer all the above questions, I interviewed five small computer educational 

SMEs in Greece and I collected some printed or electronic documents for analyzing 

them from those enterprises. 

This Section, discusses and summarizes the findings of this thesis. Also, it discusses 

the main contribution of the thesis by answering all the initial questions. 
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5.1 Addressing  Research Questions comparing them to 

the Theory 
 

After presenting and analyzing the results of the interviews and document analysis I 

figured out the responses to the initial research questions. More specifically, the 

main research question was related to the benefits and drawbacks of managing 

information-knowledge with cloud computing techniques in small or medium 

enterprises. Also, at the beginning I set some other related sub questions that were 

based on the currently cloud-based techniques in small enterprises, and how 

knowledge processes are used in Greek SMEs according to cloud-based Knowledge 

Management techniques. 

This Subsection tries to address all these question and sub-questions using the 

analysis that preceded it. Also, in this sub-Chapter, I compare the findings with the 

literature review.  

 

Main Question:  

 

What are the benefits and drawbacks of cloud-based Knowledge Management 

in SMEs? 

 

To sum up, from the theory I realized that there are different trade-offs of adopting 

cloud-based techniques to manage knowledge in small or medium enterprises.  More 

specifically adopting cloud-based Knowledge Management techniques can provide 

good performance and cost savings in the organization. On the other hand, if cloud-

based Knowledge Management techniques are not used efficiently and properly, 

may occur the opposite results. In this analysis, I figured out that the SMEs that used 

appropriately the cloud-based Knowledge Management techniques have a lot of 

benefits in terms of the time that spent for a specific process. This process can be 

when a new employee comes to the SME. In addition, the correct use of Knowledge 

Management techniques can benefit, the money savings of the organization, as well. 

This is also very important for each organization.  

So, there are several reasons that will motivate the different organizations to use 

cloud-based Knowledge Management techniques.  

One of these reasons is that every six months there is a new employee that need to be 

trained and learn the process.  

 

This happens because the employees in all the educational SMEs are working with 

limited base contracts, usually for six months. This is an important problem, because 

the new employees need to learn the process, legislation and all the educational 

SMEs responsibilities from the beginning that is a very time hungry procedure. On 

the other hand, it is very common that the new employees make a lot of mistakes 

that affect the smooth operation of the office and stress the students. It is very 
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important for the students to not have bad experiences from the educational SMEs 

because they might leave from the educational SME and do not trust it again.  

Another problem related to the previous is when a new employee undertakes a new 

student or a new lesson. In this case, the new employee needs to inform the student 

about all the papers that are needed from the student without making any mistakes 

and also need to learn how to teach the lesson at the educational SME. Furthermore, 

the new teacher need to learn very fast about the lessons that are have already teach 

and get familiarized with all the staff. 

These are the main reasons that they will inspire all the educational SMEs to use 

cloud-based Knowledge Management techniques. As I mentioned before it is very 

important the use of these techniques to happen carefully to provide benefits and not 

drawbacks to the organizations.  

On the other hand, the inefficient use of the cloud-based Knowledge Management 

techniques can be an enemy to the organization in terms of the same metrics 

(performance and money savings). This means that, in the case of an organization 

does not use appropriately the cloud-based techniques can waste a lot of time and a 

lot of money.  

 

Also, by allowing cloud access to all of the employees, the organizationputs itself at 

risk of losing control over the confidential data. At some cases, due to the fact that 

the employee leave from the educational SME may turn into a competitor and rob 

theorganization‟s knowledge before leaving. 

 

To maximize the benefits in the organizations that use cloud-based Knowledge 

Management techniques but also to motivate organizations that are not using these 

techniques to adopt them there are several steps that need to be taken into account.  

First of all, knowledge processes need to be used efficiently. These processes include 

knowledge creation, knowledge storage and retrieval and knowledge transfer. It is 

very important that all of the three processes applied properly to bring benefits to the 

different organizations. 

 

 

Other sub-questions:  

 

1. How knowledge processes (knowledge creation, knowledge storage, 

knowledge transfer) are used in Greek SMEs according to cloud-based 

Knowledge Management techniques? 

  

 

Knowledge Management processes is the most important thing in the Knowledge 

Management. The processes are knowledge creation, knowledge storage and 

retrieval and knowledge transfer.  
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Knowledge creation involves the development of a new content or replacement of 

the existing content within the organization's tacit and explicit knowledge (Alavi,and 

Leidner, 2001; Pentland, 1995). There are four categories for knowledge creation 

and organization a) knowledge creation at individual level which is a direct result of 

the continuous dialogue between tacit and explicit knowledge; b) knowledge 

conversion processes: socialization, externalization, combination and internalization 

c) knowledge creation at the organizational level which is based on the conversion 

processes and d) a spiral driving force for knowledge creation (Nonaka, 1991, 1994; 

Nonaka, 1994; Nonaka and Takeuchi, 1995; Nonaka and Konno, 1998; Nonaka, 

Toyoma and Byosiere, 2001; Nonaka and Toyoma, 2007).  

In this research, knowledge creation in some of the educational SME is done with 

the proper way whereas in some other educational SMEs tacit and/or explicit 

knowledge is not captured properly.  

On the other hand, knowledge storage and retrieval refer to the processes of 

structuring and storing knowledge in order to make it more formalized and 

accessible (Massa and Testa, 2011).  The forms that are used to store the data can 

vary such as written documentations, structured information, codified knowledge, 

documented organizational procedures and processes and tacit knowledge (Alavi,and 

Leidner, 2001; Walsh and Ungson, 1991). These are all called repositories. 

Knowledge repositories may have positive or negative impacts on the performance 

of the organization (Alavi,and Leidner, 2001; Wilkins and Bristow, 1987). A good 

knowledge repository helps to improve relationships. If it is well implemented it can 

built communication among employees, employees and clients and with different 

organizations. It can also reduce the time that new staff spend in training. Due to the 

fact that knowledge repository is as explicit knowledge it can express knowledge 

easier.  Some of the disadvantages are that knowledge repositories can be 

inconsistent documents without providing any help. Also, to build a reasonable 

repository covering all the scenarios requires a lot of time (Sunita, 2013).  

In this work, I noticed that documents, cloud or not, that are used to manage 

knowledge are not prepared efficiently and so there are not provide any help for 

storing and managing knowledge. Some of the educational SMEs are using cloud 

management tools such as ECM on top of Dropbox and SharePoint but their 

repositories were bad organized with useless names. Also, they stored everything 

without any meaningful organization in the repositories and they spend a lot of 

money for maintaining and having enough storage.   

Finally, knowledge transfer refers to the processes of transferring, disseminating and 

distributing knowledge in order to make it available to those who need it (Massa and 

Testa, 2011; Pentland, 1995).  The channels of knowledge transfer can be either 

formal or informal. Also, they can be personal or impersonal (Alavi and Leidner, 

2001; Holtman and Courtney, 1998; Handzicand Zhou,, 2005).  
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All the educational SMEs that use cloud-based Knowledge Management techniques 

transfer their knowledge by providing access to the shared repositories and cloud-

based tools. However, this introduce more problems to the new employee‟s due to 

the difficulties to find and understand the documents that are badly organized.  

To sum up, from the interviews and the document analysis, knowledge creation and 

knowledge transfer are active in all the SMEs that I investigated. On the other hand, 

knowledge storage is the one process that was not activated in all the SMEs. More 

specifically, knowledge storage was not activated only on the fifth SME, the SME 

that does not use any Knowledge Management technique.  

Knowledge creation is very important precondition for transforming information into 

something that is valuable for the organization. Furthermore, knowledge transfer is 

fundamental process for all the five SMEs. All the educational SMEs, use both 

personal and impersonal transfer of the knowledge.  

 

2. What are tools that the Greek SMEs use to store and share their 

information? 

 

Regarding to this research Greek SMEs tend to use either cloud or not cloud 

Knowledge Management techniques.   

As I obtained they are more confident to use very common and widespread tools 

such as Drobpox and SharePoint with the help of Enterprise Content Management 

(ECM) for knowledge storage. ECM can manage all the data of an organization and 

it can put to work the most advanced metadata tools. If ECM used properly it can 

maximize the productivity of existing systems and processes.  

The reason that educational SMEs use only widespread tools is because, they can 

trust these tools more than others that are not well known. 

 

5.2 Comparison with previous studies 

 

As the technology continues to improved, the nature of knowledge creation, storing 

and transfer has been changed (Holsapple, 2003). An important development was the 

cloud-based Knowledge Management techniques (Mell and Grance, 2010).  

In this work, I focused on five small enterprises where the three of them use Cloud-

based Knowledge Management techniques. As the (Randy, 2010) describes, the 

enterprises that use Cloud-based Knowledge Management techniques use all the 

service models (IaaS, SaaS, PaaS). 

As, (Delicand Riley, 2009) mentioned it is very important to know the type of 

enterprises, the application and the users of the cloud Knowledge Management 

techniques. This is something that was not valid in all the five SMEs. For example, 
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as I observed, the SMEs that do not have benefits from the cloud-based Knowledge 

Management techniques did not know how to spend time to train their employees 

(users) with the cloud-based applications. So, as the theory shows the three main 

parameters that need to be taken into account play an important role to the adoption 

of the cloud-based Knowledge Management techniques. This can be also verified 

from the users of the third SME (SME3) that know the cloud-based applications very 

well and has some benefits in the performance. 

 

Also, in (Liao, Chih and Fu,2011) they discuss the benefits of the cloud-based 

Knowledge Management techniques by specifying that cloud computing can reduce 

the cost of the Knowledge Management systems by removing some redundant costs, 

that without cloud techniques it would be necessary. As I observed from my 

exploitation the two of the three SMEs that uses cloud-based Knowledge 

Management techniques does not reduce the cost of the educational SME. So, this 

comes in contradiction with the theory. 

 

Another work that cloud-based Knowledge Management techniques can provide 

great opportunities to Small and Medium Enterprises by adopting the techniques that 

larger organizations use (Sultan, 2013). This is something that is valid but under 

some conditions. So, as I observer SMEs can benefit by using cloud-based 

Knowledge Management techniques but they need to take into account all the 

important parameters as (Delic and Riley, 2009) mentioned. Also, they are some 

other service models that need to be taken into account, knowledge as a service 

(KaaS), Knowledge Management as a service (KMaaS) (Khoshnevis, 2012; 

Sedigheh, 2012; Sadeghzadeh, 2014), whereas all the SMEs does not take into 

account.  

 

Also, (Sultan, 2013) presents that cloud can be significant tools for managing the 

organization‟s knowledge and address behavioral problems of the employees 

(behavioral problems refer to the fact that employees spent a lot of time for the 

organizations knowledge or they refused to share important information). This is 

what I also, observed for SME3. SME3 is the only SME that manages its knowledge 

very efficiently in terms of time. This SME does not address any behavioral problem 

of the employees. On the other hand, the other SMEs that use cloud-based 

Knowledge Management techniques (SME1, SME2), do not improve their time for 

organizing their knowledge. This happens because their employees do not have 

enough expertise on cloud-based techniques and they still address behavioral 

problems of the employees. 

It is very important that one of the knowledge processes (knowledge storage) can be 

done today by using cloud- based techniques. There are a lot of cloud-based 

techniques that can be used to store the knowledge of each organization. A related 

work suggests that in order to improve all the other knowledge processes, knowledge 
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storage need to be done in the cloud including several extended functions 

(Gounadham, 2015). As the results of this thesis show, knowledge storage can affect 

the other knowledge processes. So, it is important to store efficiently the knowledge 

to have good knowledge transfer. This can be also shown from SME3 that uses 

cloud-based techniques for storing the knowledge. This SME has the highest level of 

knowledge transfer and knowledge creation, as well. 

There are also some contradictive studies that show that the technologies are not less 

effective than the face to face interaction (Warkentin, Sayeed and Hightower, 1997). 

This makes a lot of people to be skeptical of the adoption of the technologies 

(Handzic and Zhou, 2005). Whereas proponents of IT argue that communication 

mediated by IT provides not only a quick way to receive help and valuable 

information, but also better access to knowledge from a large pool of people (Wasko 

and Faraj, 2000), critics warn that such communication lacks the richness of face-to-

face conversation (Sharratt and Usoro, 2003).  This is also something that I, also, 

observed from the exploration that I provided in this work. As this work shows, the 

SMEs that did not use cloud-based Knowledge Management techniques spent less 

time to train a new employee and, also, they satisfied in some cases the knowledge 

processes more that the SMEs that use cloud-based techniques. This is valid for 

SME4 and SME5, where they do not use Knowledge Management cloud-based 

techniques. As I observer both SMEs spent less time than SME1 and SME2, to train 

a new employee, whereas, they satisfied at some cases the knowledge processes 

(knowledge creation, knowledge storage and retrieval and knowledge transfer) in 

higher degree.  

 

5.3   Main findings of the thesis 
 

The main findings that arise from this thesis are categorized and described below. 

 

 

Finding 1:  

At most cases some of the Greek SMEs can benefit from the use of cloud-based 

Knowledge Management techniques. There also some cases that the SMEs do 

not benefit from the cloud-based Knowledge Management Techniques and 

these cases are correlated with the inefficient use of cloud-based Knowledge 

Management techniques.  

 

This is the most critical finding that is correlated with the main question of this 

thesis. As I observed from the research that I did. From the SMEs that I investigated 

in this analysis, those that use efficiently cloud-based Knowledge Management 

techniques, benefit at performance and money savings. At some cases the efficiently 

use of the cloud-based Knowledge Management techniques starts from the well 

training in such techniques in order to satisfy all the knowledge processes. On the 
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other hand, SMEs that do not use efficiently cloud-based techniques may have 

drawbacks on the performance and money savings and also, they put their 

organization in a risk for stole of the knowledge.  

 

 

Finding 2: 

 

There is no doubt that some of the Greek educational SMEs need to manage 

their knowledge with efficient techniques.  

 

This finding is very important and highlights the need of Knowledge Management 

techniques for these kinds of educational SMEs. From the analysis that I provided, I 

realized that one of the educational SMEs where used Knowledge Management and 

especially cloud-based techniques have more clients than the other educational 

SMEs. Also, their clients were very satisfied with the management of the educational 

SMEs than the educational SMEs that did not manage their knowledge. More 

specifically, this analysis shows that managing knowledge may increase 

performance, provide efficiency in the educational SMEs and save money to these 

educational SMEs.  

 

According to the theory, it is very important to have specific rules and take into 

account some important parameters when you adopt a cloud-based Knowledge 

Management technique. More specifically, as Delic and Riley (2009) mentioned, to 

adopt cloud-based Knowledge Management techniques it is very important to take 

into account the applications and the users. Also, it is very important to take into 

account the service models Knowledge Management as a Service (KMaaS) and 

Knowledge as a Service (KaaS) (Khoshnevis and Rabeifar, 2012; Sedigheh and 

Fatemeh, 2012; Sadeghzadeh et. al, 2014).  

 

Finding 3: 

 

The most employees of the five educational SMEs they tend to not trust cloud-

based Knowledge Management techniques due to loss of performance and 

money. Also, they refused to spend time to learn new methods for managing 

knowledge efficiently.  

 

This is strictly correlated with the first finding. So, may the inefficient use of these 

techniques makes different organizations to lose performance and money. This 

makes also other organizations that do not use cloud-based Knowledge Management 

techniques to be afraid of these techniques. 

 

This is something that is valid also in theory. As I mentioned in the previous finding 

it is very important to take into account all the parameters that are significant for the 

adoption of the cloud-based Knowledge Management techniques (Delic and Riley, 
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2009; Khoshnevis and Rabeifar, 2012; Sedigheh and Fatemeh, 2012; Sadeghzadeh 

et. al., 2014).  

Also, as the theory shows there are some works that show that technologies are not 

less effective than the face to face interaction (Warkentin, Sayeed and 

Hightower,1997). This makes a lot of people to be skeptical of the adoption of the 

technologies (Handzic and Zhou, 2005). Whereas proponents of IT argue that 

communication mediated by IT provides not only a quick way to receive help and 

valuable information, but also better access to knowledge from a large pool of 

people (Wasko 

 and Faraj, 2000), critics warn that such communication lacks the richness of face-to-

face conversation (Sharratt and Usoro, 2003). 

 

 

Finding 4: 

 

Although, some of the educational SMEs are managing their knowledge they 

did not use the appropriate methods to do this and may lose important 

information that need to be stored.  

 

The reason for this is that the employees may not use efficiently the tools. They may 

not have the expertise on these tools and they are not using the knowledge repository 

as they must do. They may not store knowledge for themselves and not publicly. 

This is an important problem that different organizations are facing. So, by asking 

them if they prefer managing knowledge in the cloud they told me that they prefer to 

manage it by their own. On the other hand, the last organization that has a 

responsible person to store and manage knowledge shows that they can manage very 

well their knowledge with cloud techniques and the most important thing is that 

comparing themselves before, they told me that now they can save a lot of time by 

having the knowledge in the cloud. Also, there are no dependencies between the 

employees because all the information appears in the cloud. 

 

As the theory shows, it is very critical, to adopt cloud-based for managing 

knowledge and take into account all the parameters such as applications and users 

(Delic and Riley, 2009; Khoshnevis and Rabeifar, 2012; Sedigheh and Fatemeh, 

2012; Sadeghzadeh et al., 2014). In the case that this is not taken into account, the 

SMEs could not benefit from cloud-based Knowledge Management techniques. 

Also, by taking into account all the parameters in the adoption of cloud-based 

Knowledge Management techniques, SMEs can address some of the behavioral 

problems of the employees and save money and time (Sultan, 2013). 
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6 Conclusions and Future Work 

 
 

This chapter concludes by giving a summary of all the previous chapters. So, the 

chapter consists of the research topic and motivation and the research aim. Then I 

explained briefly how I studied the research topic to answer the initial research 

questions. I give the contribution of the work and I conclude with the future research 

that rises from this thesis. 
. 
 

 

6.1 Conclusions 
 

From my experience on the telecommunication industry I observed and experienced 

that the vast majority of small and medium enterprises do not use cloud-based 

techniques, in some cases because of the limited beliefs of the administrative 

managers, and in other cases, some enterprises in Greece cannot use cloud 

computing because of the limited and aged constructive network of the cites 

especially in small cities (fiber optics construction in cities). 

 

In the particular time that I live, with the tremendous technological advancement, it 

is crucial for the administrative officers and managers to truly understand the 

usefulness of cloud-based Knowledge Management techniques because are the 

biggest parts of the evolution of business environment and consequently for the 

society, because the society blend changes continuously so I have to store and 

manage knowledge more efficient. 

The goal of this research was to answer in the following research question: 

1. Do thecloud-based Knowledge Management techniques provide benefits or 

drawbacks to the Greek SMEs? 

At this point some other peripheral questions were came up.  

1. How knowledge processes (knowledge creation, knowledge storage, 

knowledge transfer) are used in Greek SMEs according to cloud-based 

Knowledge Management techniques? 

2. What are tools that the Greek SMEs use to store and share their information? 

 

To answer all these questions, I followed a specific methodology consisting of 

document analysis and interviewing process. More specifically, I contacted with five 

Greek educational SMEs, that only the three of them use cloud-based Knowledge 

Management techniques, whereas the one of them is using only Knowledge 
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Management technique and the last one does not use any Knowledge Management 

techniques. 

By interviewing all the five organizations I came up to the following answers: 

1. The organizations that use efficiently cloud-based Knowledge Management 

techniques can benefit in performance and money savings. Performance at 

this point, determines the time that they need to process a specific action. 

2. On the other hand, the incorrect use of cloud-based Knowledge Management 

techniques can result to many drawbacks, such as lose of performance (time 

that is spent for a specific process) and money.  

3. Another drawback can be by allowing cloud access to all of the employees, 

the organization inputs itself at risk of losing control over the confidential 

data. At some cases, due to the fact that the employee leave from the 

educational SME may turn into a competitor and rob theorganization‟s 

knowledge before leaving. 

 

Also, I come up to the following additional contributions: 

1. The more expertise the employees have in cloud-based Knowledge 

Management techniques, the more benefits they can have. 

2. The correct use of cloud-based Knowledge Management techniques is 

strictly correlated with the satisfaction of the knowledge processes.  

3. Although, some of the educational SMEs are managing their knowledge they 

did not use the appropriate methods to do this and they lose important 

information that need to be stored.  

 

 

6.2 Contribution of  this work 
 

The aim of this work is to present an exploratory analysis to document major 

functionalities of the cloud-based Knowledge Management techniques in Small or 

Medium enterprises.  

The main contributions of this work are the following: 

1. At most cases the Greek SMEs can benefit from the use of cloud-based 

Knowledge Management techniques. The cases that the SMEs do not benefit 

are correlated with the inefficient use of cloud-based Knowledge 

Management techniques.  

2. There is no doubt that the Greek educational SMEs need to manage their 

knowledge with efficient techniques.  

3. The most employees of the five educational SMEs do not trust cloud-based 

Knowledge Management techniques due to loss of performance and money. 

Also, they refused to spend time to learn new methods for managing 

knowledge efficiently.  
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4. Although, some of the educational SMEs are managing their knowledge they 

did not use the appropriate methods to do this and they lose important 

information that need to be stored.  

 

 

6.3 Future work 
 

For future work, I believe that this work can be further extended to analyze more 

educational SMEs. More specifically it is important also to analyze educational 

SMEs that use efficiently cloud-based Knowledge Management techniques and 

check further the benefits that they can provide. To accomplish this an analysis of 

different educational SMEs to pick the appropriate need to be done first.  

Another direction can be to analyze larger enterprises and find the differences that 

small or medium enterprises.  

Finally, it could be interesting to provide quantitative and not only qualitative that is 

presented in this research. Quantitative research is important because it explores and 

analyzes further the results of a specific research. More specifically by combining 

qualitative and quantitative research, it can provide a very strong analysis with 

interesting propositions for SMEs. 
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8. APPENDIX I 
 

a. Interview 1: For the 3 educational SMEs that are using Cloud-

based Techniques for Knowledge Management 

 

Background: 

1. How many employees do you have in the educational SME? 

2. What is the main service of the educational SME? 

3. Can you please give me a small description of your work in the educational 

SME? 

4. How many clients do you have in your educational SME?  

5. How old is the organization? 

6. How often do you have new employees? 

7. What is the procedure that you are following when you have a new 

employee?  

 

Knowledge Management related Questions: 

8. What kind of information do you need to be managed in the educational 

SME? 

9. What kind of tools are you using to manage this information? 

10.  Which of these tools are deployed in the cloud? 

11.  Do you have some other tools that are not deployed in the cloud? 

12. Can you describe me a little bit the purpose of each tool? 

13. What is in your opinion the importance of usingcloud-based tools to manage 

the knowledge? 

14. What are the advantages and disadvantages when you areusing the cloud-

based tools? 

15. How you are getting familiarized with those tools? 

16. Do you have employees that were experienced on those tools? 

17. Before using cloud-based techniques for managing knowledge did you 

manage knowledge with other techniques? 

18. Do you have any benefits or drawbacks when you are usingcloud-based 

techniques in the educational SME?    

19.  In which level, do you believe, that the knowledge processes (creation, store, 

transfer) are satisfied? 

1. Not at All  

2. Slightly  

3. Moderately  

4. Very Much  

5. Extremely  
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b. Interview 2: For the 1 educational SME that are using Knowledge 

Management techniques but not cloud-based 

 

Background: 

1. How many employees do you have in the educational SME? 

2. What is the main service of the educational SME? 

3. Can you please give me a small description of your work in the educational 

SME? 

4. How many clients do you have in your educational SME?  

5. How old is the organization? 

6. How often do you have new employees? 

7. What is the procedure that you are following when you have a new 

employee?  

 

Knowledge Management related Questions: 

 

1. What kind of information do you need to be managed in the educational 

SME? 

2. What kind of tools are you using to manage this information? 

3. Can you describe me a little bit the purpose of each tool? 

4. What is in your opinion the importance of using tools to manage the 

knowledge? 

5. What are the advantages and disadvantages when you are using the 

Knowledge Management-based tools? 

6. How you are getting familiarized with those tools? 

7. Do you have employees that were experienced on those tools? 

8. Before using Knowledge Management for managing knowledge did you 

manage knowledge with other techniques? 

9. Do you thing that there will be any benefits or drawbacks in the case that you 

will adoptcloud-based techniques in the educational SME?  

10. In which level, do you believe, that the knowledge processes (creation, store, 

transfer) are satisfied? 

6. Not at All  

7. Slightly  

8. Moderately  

9. Very Much  

10. Extremely  
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c. Interview 3: For the 1 educational SME that is not using any 

Knowledge Management technique 

 

Background: 

1. How many employees do you have in the educational SME? 

2. What is the main service of the educational SME? 

3. Can you please give me a small description of your work in the educational 

SME? 

4. How many clients do you have in your educational SME?  

5. How old is the organization? 

6. How often do you have new employees? 

7. What is the procedure that you are following when you have a new 

employee?  

 

Knowledge Management related Questions: 

1. What kind of information do you need to be managed in the educational 

SME? 

2. Can you describe me a little bit each functionality? 

3. Can you describe me your everyday routine? 

4. Do you think that adopting any Knowledge Management tool can give you 

benefits or drawbacks on the management of knowledge? 

5. What is your opinion about the cloud-based Knowledge Management tools? 

6. Why you did not adopt Knowledge Managementcloud-based techniques? 

7. Do you think that adopting cloud-based techniques brings more benefits or 

drawbacks in the educational SMEs?   

8. In which level, do you believe, that the knowledge processes (creation, store, 

transfer) are satisfied? 

11. Not at All  

12. Slightly  

13. Moderately  

14. Very Much  

15. Extremely  
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9. APPENDIX II 

 

 

Participant Consent Form 

 
This informed consent form is for accomplish the master thesis in the Department of 
Informatics at Linnaeus University, titled “Cloud-based Knowledge Management in Greek 
SME’s ". This form is an agreement between the researcher and the research participant 
showing the roles and responsibilities that they are taken throughout the whole research 
process. The participant needs to agree and sign the following in order to accomplish the 
collaboration with the researcher. Then a copy of the signed form will be given to the 
participant, as well as a record of what they have signed up.  
 

I……………………………………… voluntarily agree to participate in this research study.  

I understand that even if I agree to participate now, I can withdraw at any time or refuse to 
answer any question without any consequences of any kind.  

I understand that I can withdraw permission to use data from my interview within two 
weeks after the interview, in which case the material will be deleted.  

I have had the purpose and nature of the study explained to me in the Information Sheet 
and I have had the opportunity to ask questions about the study.  

I understand that I will not benefit directly from participating in this research.  

I do / do not agree to my interview being audio-recorded.  

I understand that all information I provide for this study will be treated confidentially.  

I understand that in any report on the results of this research my identity will remain 
anonymous. This will be done by changing my name and disguising any details of my 
interview which may reveal my identity or the identity of people I speak about.  

I understand that signed consent forms and original audio recordings will be retained by the 
researcher for two years.  

 
 

I consent voluntarily to be a participant in this study. I read the consent form, and the 
researcher has the opportunity to ask question during the interviews.  

 

Print Name of Participant__________________   
  

Signature of Participant ___________________ 
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Date ___________________________ 

 Day/month/year   

 

 

Statement by the researcher 

I confirm that the participant was given an opportunity to ask questions about the study, and 
all the questions asked by the participant have been answered correctly and to the best of my 
ability. I confirm that the individual has not been coerced into giving consent, and the 
consent has been given freely.  

   

 A copy of this consent form has been provided to the participant. 

Print Name of Researcher/person taking the consent________________________ 
    

Signature of Researcher /person taking the consent__________________________ 

Date ___________________________    

                 Day/month/year 
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Figure: Decision Tree when a student applies for a position in one of the five educational 

SMEs 
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