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ABSTRACT 

The purpose of this study is to investigate the importance of knowledge management and to 

identify the factors that influence and encourage the implementation of knowledge management in 

small and medium enterprises (SMEs). Existing studies have mainly focused large organizations 

and no study has been carried out from the perspective of small companies systematically.  

Qualitative design has been used in this research study to identify knowledge management factors 

that influence the knowledge management implementation in small organizations. A case study 

has been used and data was collected through interviews from employees of kunjah online service 

provider. Properly utilizing these factors make a contribution towards organizational growth.  
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CHAPTER 1 

1. Introduction  

This chapter outlines the background of the studied subject to provide the reader with the overview of 

knowledge management (KM) practices and their importance in SMEs. It includes problem statement, 

justification, research questions, research objectives, disposition of the research work, company 

introduction limitation and delimitation of the study and finally the interested parties who can be 

benefited of this study.   

1.1 Background 

Knowledge management has become very important in all sectors of the economy. Large 

organizations have developed strategies for knowledge creation, sharing and exploitation. After 

examining unique knowledge risks and opportunities that set new SMEs apart from established big 

business; it has been explored how knowledge management practices can be adopted to cope with 

these changing environments (Hutchinson and Quintas, 2008).  

According to (Kuan Yew Wong, 2005), Knowledge has become one of the important driving forces 

for business success.  

Frey (2002), stated that indeed large organizations have led the way in introducing and 

implementing, it is more Important for small and medium enterprises to manage their collective 

intellect. 

In the business environment the employees in the companies can play a key role in the development 

of knowledge. The information from different sources supports responsiveness to customer and 

knowledge sharing (Jarrar, 2002). Yew Wong and Elaine Aspinwall, (2005) stated that an 

intangible asset like knowledge is invaluable resource that can be utilized by small firms in 

depending on the quality of the knowledge which SMEs apply to their business processes. 

Akhtar et al (2011) stated that the importance of SMEs in economy cannot be underestimated 

because SMEs are main source to reduce poverty, expansion in the national economy, foundation 

of employment and social uplifting.  

There is no doubt that SMEs are playing a significant role in the development of economy. 

However, on the other side, the collapse ratio of SMEs is alarming for developing as well as 

developed countries. Past studies have identified that a significant numbers of new SMEs fail 

within first five years of their business operation (Zimmerer et al 2008). 

According to Wickramansinghe and Sharma (2005), the knowledge-based economy is based on 

sharing of knowledge and intellectual capital. In this economy competitive advantage will go to 

those countries that having the capacity to deliver fast and innovation in their work and services. 
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Khalique et al (2011) stated that Research on SMEs in Pakistan is at initial stages. The health of 

SMEs is at their alarming stage. Political instability, lack of intellectual capital and infrastructure, 

and energy crises are the general and serious threats, which are facing SMEs adversely. 

Mohsam and Van (2011) stated that small and medium-sized enterprises (SMEs), especially in the 

Western Cape Province of South Africa, are currently facing various financial and other obstacles, 

which may threaten their survival. Globalization, the lowering of trade barriers and the reduction of 

import tariffs has resulted in increased international competition. Businesses are thus forced to 

undertake continuous improvements and innovation in order to survive, to keep abreast of change 

and to excel. 

According to the small and medium enterprise development authority, government of Pakistan, by 

2007, SME sector is the backbone of Pakistan’s economy. The significance of their role is clearly 

indicated by various statistics. According to more recent estimates there are approximately 3.2 

million business enterprises in Pakistan. Enterprises employing up to 99 persons constitute over 

90% of all private enterprises in the industrial sector and employ nearly 78% of the non-agriculture 

labour force. They contribute over 30% to the GDP and account 25% of exports of manufactured 

goods besides sharing 35% in manufacturing value added. Economic indicators clearly reveal the 

importance and potential of the SME sector in the national economy. This realization led the 

Government of Pakistan (GoP) to identify SMEs as one of the four pillars of economic revival plan 

laid out in 1999-2000.  

Promotion of SMEs has therefore been the center piece of Government’s strategy for economic 

revival, poverty alleviation and employment generation. To this end, the logical first step was the 

formulation of a comprehensive SME Policy reflecting the viewpoints of multiple stakeholders. 

(Government of Pakistan, 2007) 

In order to devise a basic framework for the growth and development of SMEs the Government of 

Pakistan constituted a Task Force for SME Policy Development in January 2004. The objectives of 

task force are 

Achieve discrete policy and regulatory space for SMEs along with identification of key areas for 

reforms concerning laws, regulations, and programs. 

Institutionalize SME support to ensure regular information sharing among Federal, Provincial, 

Local Governments and SMEs. 

Develop SME Policy identifying roles of Federal, Provincial and Local Governments and private & 

public sectors in SME sector development. (Government of Pakistan, 2007) 

According to the Government of Pakistan (2007), issues to be addressed for SME development fall 

within the purview of a large number of Ministries and Departments at the Federal, Provincial and 

Local government levels, small and medium enterprise development Authority (SMEDA) have no 

institutional jurisdiction or linkage with such institutions. 
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1.2 Problem Statement and Justification 

SMEs can play an important role in any national economy. Furthermore, for the purpose of this 

research, it was assumed that the continued successes of SMEs might further be improved if their 

knowledge sharing practices are placed on a sound footing (Mohsam & Brakel, 2011).  Antoncic 

and Omerzel (2008) stated that the management of knowledge assets may be critical to provide 

small companies with new tools with which to survive, grow and maintain a sustainable 

competitive advantage. Since knowledge has become one of the most important driving forces for 

business success, companies are becoming more knowledge-centered, focusing more on hiring 

‘minds’ rather than ‘hands’ to facilitate the increasing need for leveraging knowledge (Wong 

2005).  

I have chosen the knowledge management practices in a small company KOSP; dealing in online 

marketing that provide technical services such as web based services search engine optimization 

(SEO) and web development, so as to expand their business. KOSP owner or managers lack even 

fundamental concepts about knowledge management and even unaware the underlying benefits of 

KM.  

Organizational culture as a key to knowledge management development as it helps people to share 

ideas, information and knowledge. Von Krogh (1998). Development of KM competencies, 

management and leadership is also challenging for SMEs and more so for KOSP. 

Therefore to manage the knowledge appropriately organization can get a distinguished position in 

their surroundings and can enable them to deal with complex situations.  

KM   can play an important role. The need for identifying important factors that could encourage 

knowledge management in organizations is very crucial, particularly for SMEs. Organizations need 

to be aware of those factors that influence the success of a knowledge management initiative. The 

ignorance and oversight of these important factors will hinder an organization in its effort to realize 

its full benefit. Liebowitz, ( 1999) suggested the need for knowledge management strategy with 

support from senior leadership and KM infrastructure, knowledge anthologies and repositories KM 

systems and tools, incentives to encourage knowledge sharing and supportive culture. Knowledge 

management is considered to be adopted only in large organizations. Most of the research has been 

focused on large companies when it comes to the implementation of knowledge management 

practices.  

However now knowledge management has become a wide spread business discipline, knowledge 

management is no longer limited to large organizations. According to (Frey, 2002), although large 

organizations have led the way in introducing and implementing Knowledge Management, it is 

increasingly important for small and medium businesses to manage their collective intellect. It 

means that knowledge is the only discipline for SMEs that can keep them competitive in this 

challenging business environment. 
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1.3 Research Questions 

The research question has been formulated based on the above problem discussion. The task and 

problem of this study can be formulated in the task question as, 

RQ1.  What knowledge management practices can be developed in KOSP? 

RQ2. What are those factors elements that could influence or encourage the knowledge    

management (KM) practices in KOSP? 

1.4 Objectives 

The focus of research is to compare and evaluate the successful factors with KOSP. Then to 

propose a set of successful factors for knowledge management implementation that could be more 

suitable for SMEs.  

The objective and primary focus of this study project is divided in to three main areas. 

1. Identify the shortages in the existing knowledge management practices in SMEs and 

explore the factors that have been suitable to establish an effective environment for the  

implementation of Knowledge management  in SMEs 

2. To identify the means for improving the procedures that encourage knowledge management 

practices in small and medium enterprises (SMEs) 

1.5 Disposition of research work 

To approach the assigned task in this project following sources have been made use of to address 

the problem. 

 Selection of the case study research in the selected area. 

 Decided the aim of research in the designated area. 

 Collection of information from the case company. 

 The structure and design of the study and the methods of data collection is showed in the following 

figure. 
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1.6 Company Introduction  

Kunjah Online Service Provider (KOSP) is a fictitious company name used for this thesis. Because 

my intention is to avoid offending the company and avoid harassment of interviewees. The case 

study work for the investigation of problem formulated above has been sponsored and assisted by 

KOSP.  

KOSP was founded in January 2008. It is located in Kalmar. It has been sailing smoothly on the 

path of success and growth. It started with the vision to provide innovative natural search & web 

marketing solutions to help small and medium sized companies. The aim behind the launch was 

bolster a few companies in Sweden providing natural search solutions. KOSP always seeks to 

upgrade their services to adapt to the changing technology and trends while keeping up their core 

values of honesty, fairness and high quality. There are ten employees working in it. Seven members 

are participating in the empirical investigations including marketing manager of the company. All 

the selected participants are involved in the important activities like marketing and technical sales 

of the company services and products.   

1.7 Limitation and Delimitations of Study 

This case study is limited to reviewing of knowledge management by introducing curtail l or 

important factors that influence or encourage knowledge management implementation  in small and 

medium enterprises, particularly  establishing an effective, efficient and successful business 

environment through  knowledge management  practices in the case company.  

The crucial factors may act as list of elements for KOSP to address when adopting knowledge 

management. This helps to ensure that the important factors and issues are highlighted during 

implementation. It provides common language when it comes to academics, to discuss and study 

the importance and factors important for the success of knowledge management in SMEs. 

 In originality and value, probably this study is the first to come up with integrative perspective of 

crucial factors for encouraging KM in the SMEs. The factors provide valuable information, which 

hopefully will help SMEs and particularly KOSP to improve and accomplish KM practices as well. 

The work is not incorporated at micro level to understand the practical implications of the study 

due to limitation of time and available resources. 

1.8 Interested Parties  

This study aimed in general for those organizations which are interested to develop awareness 

about knowledge management mainly in knowledge intensive small and medium sized 

organizations. The study can be interesting for identifying factors that encourage knowledge 

management in small and medium sized organizations. In particular for the targeted company, the 

study can give an insight as to what they should eventually consider in managing knowledge for 

future organization needs and its improvements. 
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1.9 Expected Results 

The on-going research is more or less about to identify the factors that encourage the knowledge 

management in KOSP, in order to develop knowledge management practices in KOSP in a way to 

manage their knowledge to cope with their internal and external challenges properly. The result of 

this research work will identify the factors which are important for the company and will encourage 

knowledge management practices as well. The results of this study would help SMEs in general to 

understand the discipline of knowledge management and particularly the case company to facilitate 

its adoption and prioritise the practices of knowledge management.  Furthermore the company 

could use the important and prioritised factors by bringing improvement to manage the knowledge 

of their employees, improve their skills that help them to respond to the external and internal 

challenges to their business.  
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CHAPTER 2 

2. Literature Review 

In the following chapter I will present information regarding the chosen subject, collected through 

different sources which will be further used in the empirical studies and analysis. In this chapter I 

will start defining knowledge and types of knowledge, knowledge management, knowledge 

management in SMEs, the implementation of knowledge management in SMEs. 

2.1 Knowledge Management Characterization  

In this research first to discuss important field of knowledge management and make it clear and 

accessible to SME. Further to discuss generally about knowledge and knowledge management. 

Knowledge management has gained a lot of attention in the recent past (DaPr00, Hans et al, 1999). 

Knowledge management is a young discipline and has relationship with variety of disciplines such 

as philosophy, business management, information science, economics etc. It has gained popularity 

among academics, consultants and practitioners. Also, KM is still in a formative stage and 

continues to define main concepts, terminologies, and boundaries (Jashapara, 2006). 

From an interdisciplinary perspective, knowledge management is defined as Jashapara (2006): “the 

effective learning process associated with exploration, exploitation and Sharing of knowledge (tacit 

and explicit) that use appropriate technology and cultural environments to enhance an 

organizations, intellectual capital and performance” According to (Wiig, 1997) knowledge 

management is defined as “the systematic, explicit and deliberate building, renewal, and 

application of knowledge to maximize enterprises knowledge related effectiveness and returns from 

its knowledge assets.” 

There are many definitions of knowledge management according to (Dr David J Skyrme 1997) that 

“the explicit and systematic management of vital knowledge and its associated processes of 

creating, gathering, organizing, diffusion, use and exploitation, in pursuit of organizational 

objectives.”  

 “Knowledge is a fluid mix of framed experience, values, contextual information, and expert insight 

that provides a framework for evaluation and incorporating new experiences and information. It 

originates and is applied in the minds of knowers. In organizations, it often becomes embedded not 

only in documents or repositories but also in organizational routines, processes, practices, and 

norms (Davenport and Prusak, 2000). 

2.2 Types of knowledge 

According to different literature the more common types of knowledge is tacit and explicit, 
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knowledge (Srikantaiah and Koenig, 2000, p. 223; Nonaka, 1995; Nonaka and Konno, 1998; 

Cavusgil et al., 2003). 

2.2.1 Tacit Knowledge and Explicit Knowledge 

Tacit knowledge is mosty lies in human mind and only survives there if there is a human mind to 

the knowing (Widen-Wulff & Suomi, 2003). Knowledge has three dimensions width, depth, and 

tacitness (Nooteboom, 1999). According to (Du et al, 2007) they suggested that knowledge could 

be created by interaction and resource consuming efforts. Tacit knowledge based on people and 

ideas has undoubtedly reduced the corporate market places capability for true innovation and 

sustainable competitiveness (Gamble &Blackwell, 2001). The term “tacit knowledge” was first 

coined by Polanyi (1958). Explicit knowledge can be documented and patronized easily (Lee & 

Choi, 2003). While tacit knowledge according to (Choi and Lee, 2003) what is fixed in the mind. 

They also stated that it can be expressed through ability applications that are transferred in form of 

learning by practicing and by watching. Tacit knowledge has two dimensions technical and 

cognitive (Pathirage et al, 2007). The technical dimension deals with the information and expertise 

in relation to Know- how while cognitive dimension comprise of mental models, beliefs and values. 

They also stated that tacit knowledge is also embodied in cognitive skills (Leonafd and Sensiper, 

1998). While explicit knowledge could be explored, tacit knowledge is hard to extract. According 

to (Beijerse, 1999) suggested that both tacit and explicit knowledge depend upon and complete 

each other, and both of them are the important components of knowledge management approaches. 

The specialty of tacit knowledge according to (Stewart, 2000) is automatic and requiring little or no 

time. He reported further that tacit knowledge tends to be local as well as inflexible because it is 

not found in manuals, books, files and databases. Tacit knowledge can be shared around the water 

cooler or coffee break. He also stated that tacit knowledge disseminate when people meet each 

other and discuss stories about situations. As tacit knowledge is hidden, unspoken, this means that 

knowledge is either embedded in people or social networks or knowledge embedded in the 

processes and the products or services that people create (Horvath, 2007). Effective KM needs a 

symbiosis between explicit and tacit knowledge in line with technology and human resource 

processes (Choi and Lee, 2003). 

Knowledge must be put into work in three primary areas in commercial environment such as 

customer needs, concerned processes and body of knowledge (Gamble and Blackwell, 2001). They 

also reported that in the organization every member must understand how his or her work 

contributes to fulfilling the customer needs and how the organization’s products and services 

provide the customer value. The member also should have understanding how his work relates to 

the work of others. They also stated that every person must understand about the flow of 

knowledge and something about the subject matter with which the member of the organization 

deals. Therefore this needs deeper knowledge of relationship and meanings both inside the 

organization and outside world. According to (Nonaka and Takeuchi, 1995) knowledge is a spiral 

encompassing four patterns of interaction between tacit and explicit knowledge socialization, 

externalization, combination and internalization. Western research believed that knowledge must be 
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explicit to turn into performance (Egbu et al, 2004). Nonaka &Takeuchi (1995) suggest that 

socialization and informal process can make the tacit knowledge useful by converting it into 

explicit. 

2.3 Knowledge Management 

In order to relate the examples of knowledge management practices across SMEs, I first reiterate 

the idea of knowledge management. 

KM is one of those terms which is comprised of very smooth components. What is knowledge, 

after all? And what is management, how can I hope to manage something that’s fluid and ever-

changing (Davenport and Prusak, 1998). According to (Denning S. 2005) if we think of knowledge 

as what we can write down and what we know in our heads, we can at least visualize what it is we 

need to start managing (Davenport TH and Prusak L. 1998). While “what we can write down” has 

attracted all kinds of funding and attention (e.g. naming conventions, databases), that “what we 

know in our heads” part has not. And, as the trick to successful knowledge management is in 

developing ways to knit together both types of knowledge, I will focus on a few straightforward 

KM practices designed to help organizations and individuals, to know what we know. (Mary 

Eisenhart. 2001) 

KM is appropriately defined by Gurteen (1998) as “an emerging set of organizational design and 

operational principles, processes, organizational structures, applications and technologies that help 

knowledge workers leverage their creativity and ability to deliver business value”. This definition 

covers the KM concepts with the addition of “Knowledge workers” and highlights individuals as 

possessors and transferors of knowledge (Tan & Chang, 2008). According to Hasanali (2002), a 

key objective of KM is to create value for the enterprise by facilitating the flow of information to 

the right person at the right time. KM goes beyond simply using technology and processes to 

improve the access to explicit information, but ability to render the tacit knowledge embodied in 

the mind of individuals “public, actionable, useful and explicit” (Papows. 1998). 

Kerste and Muizers (2002) stated that despite the strength of the above argumentation, the lack of 

uptake of KM within SMEs suggests that they are currently not convinced of the advantages of 

adopting a KM strategy for innovative purposes and business growth. They further explained that  

for SMEs, acquisition of knowledge is only interesting if  knowledge can be easily obtained, 

disseminated and will result in pragmatic and immediate increase in efficiency, higher profit 

margin or competitive advantages. In other words, KM advantages have to be clear and easily 

attainable, otherwise SMEs will continue to focus on the traditional way of working. However, 

there is currently a sparseness of information available on KM in SMEs (McAdam and Reid, 2001). 

2.4 Knowledge Management in Organization 

Dr. David J Skyrme, (1997) although its rapid recognition, most of the different researchers and 

observers believe that much has still to be understood and accomplished. The author further 
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suggests that a typical evolution of knowledge management within an organization passing through 

several phases: 

Ad-hoc: knowledge management is being practiced to some level in some parts of the 

organization although practices in organization that may not be recognized as such are called 

‘knowledge management.  

Formal: knowledge management is recognized as only a formal project or programme which 

means many companies especially small misunderstand the knowledge management.  

Expanding: the use of knowledge management as a discipline grows in practice across different 

parts of the organization when the company understands that the real benefits are achieving 

through knowledge management by adopting it.  

Cohesive: to find out the degree of coordination of knowledge management activity; the 

activities regarding knowledge that can be more easily shared across departmental boundaries  

Integrated: there are formal standards and approaches that should also give every employee 

access to most organizational knowledge through common interfaces (e.g. a corporate portal)  

Embedded: knowledge management embedded in organizational everyday tasks  

2.4.1 Small and medium enterprises (SME) 

Organization culture is very important in shaping the values and beliefs that hold up creation of 

knowledge, its sharing and decision-making. Alavi, Kayworth and Leindner (2005), suggest that 

there exist a positive relationship between a good knowledge culture and a firm’s ability to manage 

knowledge. Here it is important to know that what is SME. According to (Bolton, 1971) 

qualitatively it can be defined as an independent business, managed by its owner, part – owners and 

having a small share of the market. Besides the definition its having more important that SME are 

important and contributes in the economy and their competitive nature is crucial to growth and 

success of a country. According to (OECD, 2000) productivity growth is fuelled by competitive 

processes in industry which, to a large extent, build on the birth and death, entry and exit of smaller 

firms. 

I established that not only the tangible assets but also the intellectual capital makes the 

organizations competitive in today's world. The question then arises which is the best approach to 

adopt KM in the organization. According to Moffett et al (2002), many companies are unsure of the 

right approach. There are certain factors that affect the implementation of KM in an organization. 

How to choose the key factors that can make the adoption KM successful and lead to the 

organization's competitiveness. There is available literature that deals with critical success factors 

(CSF) for adoption of KM, but that literature is about big companies. For SME, there is little work 

available.  
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Wong and Aspinwall (2005), specifically addresses important factors for knowledge management 

in SMEs. It draws upon various sources to compile its own list of important factors. For the sake of 

completeness, I briefly go through such work. An early study for CSFs in KM was carried out by 

Skyrme and Amidon (1997). They identified seven key factors that were the result of studying 

practices and experiences of leading companies using KM. Davenport et al (1998) conducted a 

study. They explored 31 KM projects in 24 organizations, and identified a list of eight success 

factors. The aforementioned sources and others (Liebowitz (1999), Holsapple and Joshi (2000), 

etc...) conduct their studies in different manners; sometimes identify the factors in different 

terminologies. According to Wong (2005), the 11 important factors that can be the basis of 

adoption of KM in SMES and comprise the following: 

Leadership and support, culture, information technology, strategy and purpose, measurement, 

organizational infrastructure, processes and activities, motivational aids, resources, training and 

education, and human resource management. 

The survey by Wong and Aspinwall (2005) presents some quantifiable results, they actually 

targeted the SMEs. Their survey comprised three parts, the first one actually concerned specifics of 

the SME I.e., its size, type of industry, and whether KM was practiced and at which level. The 

second part had companies answer, what importance they give to each of the eleven success factors 

mentioned. Finally the third part was determining why KM practices were not being enforced by 

some companies i.e. getting the reasons for such behavior. 

I discuss in brief the CSFs described by Wong (2005) and why these are important for SMEs. 

Management leadership and support: Management must be willing and ready to support the 

implementation of KM. They must be open to share the knowledge and provide means to 

disseminate the knowledge. They must be the initiators of knowledge sharing effort. The 

employees can look up to them and imitate similar behaviour thereby having a culture in the 

organization where employees are more informed and knowledgeable. 

Culture: Culture is another important factor for KM implementation. It defines the norms, and 

values that are practiced in the organization. A culture that encourages knowledge creation is 

desirable for KM implementation. Collaboration and innovation are the two significant aspects of a 

desirable culture. 

KM rests upon information technology. It connects human to information and vice versa. Efficient 

database technologies, information storage and access, work-flows, document management, e-

commerce are all parts of information technology. 

Strategy and Purpose: A clear and well-planned strategy and objective is crucial to 

implementation of KM. The current status of resources must be reflected in strategy formulation. 

Employees should support and corroborate the vision. 
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Measurement: The activities in a company must be quantifiable. There should be means to 

measure the success of KM implementation, so that its benefits or effectiveness could be 

confirmed. Management and stakeholders are interested in this information. Some of the methods 

being used include Intellectual Capital metrics and balanced scorecards. 

Organizational infrastructure: There needs to be specific group of people who are assigned roles 

and responsibilities regarding KM implementation. 

Processes and activities: Some important processes include knowledge creation, storage, retrieval, 

transfer and application. Appropriate mechanisms should be in place so that KM processes are 

well-structured. 

Motivational aids: There should be way that employees yearn to create and disseminate 

knowledge. 

There should be incentives or rewards for people when they share knowledge. 

Resources: Successful KM implementation depends on adequate resources. This has a special 

concern for SMEs. Resources include financial as well as human resources. 

Training and education: Employees must be able to know how to use knowledge for the viability 

of their company. Employees should be provided training in this regard so that they have a better 

understanding for KM. 

Human resource management: The value that KM implementation can gain from existing HRM 

cannot be ignored. Employees should be carefully selected for joining this company. It should be 

taken into consideration what is their knowledge and skill level. There need to be opportunities for 

employees to grow and advance their skill set within the company, so they do not leave the 

company since this can have a serious impact in particular for SMEs. 

A study was conducted by Rehman et al that addressed the SMEs in Malaysia. They surveyed a list 

of 30 SMEs, and included a list of 14 CSFs in their survey. The important thing about their study is 

a prioritized list of CSFs. According to Wong and Aspinwall (2005), the size of the company, and 

how many years since it has adopted KM. They contend that since, large organizations have 

enough resources to implement KM; therefore, the practice of KM in large organizations is more 

popular than in SMEs. They assert that implementation of KM in SMEs cannot be taken on the 

similar lines as for big organizations. They have listed some reasons that can be attributed as the 

cause of non-adoption of KM in SMEs. The most important reason is lack of financial resource. 

Another reason is that, in SMEs, knowledge sharing is discouraged since often times it is a family 

owned business or a business owned by a small group of people. Since KM encourages knowledge 

sharing, hence it is not viable to have KM implemented. This decision then comes from the 

management. Like the direct respondents of Wong and Aspinwall (2005)’s survey were the people 

in the top management position since such personnel were the overseer of the whole company and 
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potential people who affect the future of SMEs. Below I write the list of CSFs prepared by Rehman 

et al.  

Understanding of KM, top management support, knowledge friendly culture, financial resources, 

IT infrastructure, communication between all levels of management, training and education of 

employees, hiring and retaining of knowledgeable employees, reward to encourage KM practices, 

measuring effectiveness of KM, organizational infrastructure, core values of business, strategy for 

KM, systematic KM process and activities, I see that the two lists overlap, but the later have some 

additional and important CSFs that are overlooked in common literature e.g. understanding of KM, 

financial resources are important because to implement KM, one should buy IT infrastructure. They 

used a linear regression model to prioritize the list of factors regarding how important each factor 

was towards implementation of KM in SMEs. I will not go into the details of regression here. But, I 

list the first few by level of importance: understanding of KM, top management support, knowledge 

friendly culture, financial resources, and IT infrastructure, communication between all levels of 

management, training and education of employees. Their result showed that understanding of KM 

has a very important place in implementing KM, followed by top management support. Knowledge 

friendly culture was also among the top three CFSs as per their results. Besides analyzing such 

factors, they also addressed what kind of KM is being practiced in SMEs currently. 

According to Wong and Aspinwall (2005) from the KM point of view he reported that KM 

potentially involves making possible organizations to deal with the complexities and changes by 

providing them in the knowledge based economy. They mentioned that need of KM in SME with 

pull and push aspects came in to view that pull aspects which identify the potential benefits or 

improvements are crucial for small business while “push” aspects have to deal with the external or 

environmental thrusts that push them to the forefront of KM. 

McAdam and Reid (2001) compared the perception of KM in both large organizations and SMEs, 

and concluded that the drivers for KM in SMEs may also be shaped and generated by many large 

organizations, which are beginning to become knowledge based and soon this effect will fall down 

to small businesses. Moreover large knowledge based organizations are in the processes of 

increasing the value of knowledge embedded in to their products, services and offerings. The large 

organization also require providing them with knowledge demanding parts and its mechanism 

therefore at daily routine more knowledge can be gathered into the final product. As large 

companies streaming and reducing their numbers of vendors, and their criteria selecting them could 

include whether they have a KM system or not. Besides these what can be seen in the business 

landscape the recently is the formation of linkages and alliances. According to (Kuan Yew Wong 

and Elaine Aspinwall, 2005) Small organizations are starting to develop formal or informal 

networks with other companies and to get involved in other type of partnership such as strategic 

alliances and cross-border merging. In order to enable such networks to be successful, SMEs needs 

to have some KM system compatible with their partners so that useful knowledge can be easily 

accessed and shared. They appeared to have more mechanistic view and limited vocabulary of 

knowledge, less systematic approaches for embodying and sharing knowledge and their perceived 
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benefits of KM were targeted towards the market rather than towards the improvement of internal 

efficiency. 

2.5 Why Small and Medium Enterprises (SMEs) Need Knowledge Management 

(KM) 

Wong and Aspinwall (2005) stated that KM is considered to have the power to enable 

organizations to face the complexities and changes contained them in the knowledge-based 

economies. The reason why SMEs need knowledge management can be traced back to pull and 

push perspective. They reported that the pull perspectives identify the potential benefits or 

improvements, while push perspective push the small businesses to the forefront of KM and deals 

with the external or environmental thrusts. 

From the pull perspective knowledge is viewed as key resource in the literature according to 

(Davaenport and Prusak, 1998; Drucker, 1993) knowledge as strategic asset can contribute to the 

improved performance of organizations. Other researchers concluded with widely the potential 

benefits of KM (Uit Beijerse, 1999; Skyrme and Amidon, 1997) improved competency, (Jarrar, 

2002: Uit Beijerse, 1999: Skyrme and Amidon, 1997) efficiency, (Jarrar, 2002: Uit Beijerse, 1999) 

decision-making, responsiveness to customer and knowledge sharing (jarrar. 2002; Skyrme and 

Amidon, 1997). The authors (Kuan Yew Wong and Elaine Aspinwall, 2005) conclude that the 

benefit that has been derived by applying KM tends to be different because they are in same 

direction to improvement and value creation. On the other hand in the case of SMEs these are 

becoming more critical because they often operate under difficult conditions. They reported further 

the SMEs should realize that managing their knowledge assets and intangibles are crucial because it 

provide a way for them to leverage most of the above mentioned benefits. 

According to (Kuan Yew Wong and Elaine Aspinwall, 2005) the push perspectives the SMEs face 

some issues that highlight the need of KM in SMEs. The first issue in the view of the authors is 

competition and the SMEs strongly felt the competitive pressure by interacting with external 

environment. This is because of majority of business establishment in the economy. With the 

advent of globalization SMEs are increasingly forced to operate in high competitive market while 

they will continue to focus on domestic markets, some of them are becoming increasingly 

internationalized and globalized (OECD, 2000). 

In view of the above-mentioned issues knowledge seems to be the essential for SMEs to cope with. 

Therefore organizational knowledge as suggested by (Bollinger and Smith, 2001) is a strategic 

asset which is valuable and gives a firm a competitive advantage. According to (OECD, 2000; and 

Welsh and White, 1981) that small firmare lacking in resource and there is no way to compete with 

large companies in terms of tangible resources such as capital and labour, equipment and physical 

commodities. According to (Kuan Yew Wong and Elaine Aspinwall, 2005) conclude that an 

intangible asset like knowledge is invaluable resource that can be utilized by small firms and the 

competitiveness is depending on the quality of the knowledge which SMEs apply to their business 

processes. 
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2.6 Current Status of KM and SMEs 

David J Skyrme, (1997) stated that many research has been done on knowledge management in 

large organizations. In large companies the knowledge manage has had effective impact this sector 

is mostly remained the focus of research.
 

Furthermore he added that many of the software tools 

mentioned earlier (e.g. portals, content management systems) are enterprise-wide systems costing 

millions of Euros.  

That does not mean to say that knowledge management is irrelevant for small businesses. 

Knowledge management is practiced, but is not recognized as such. Since 1999, the results of a 

number of studies on knowledge management in small business have started to be published. 

According to the author perhaps the most significant research is that undertaken by the West 

Midlands Knowledge management Centre in the UK. This enter has developed a research 

programme to identify and address the business support needs for small and medium sized 

enterprises (SMEs) in developing their knowledge management (KM) practices. The head of this 

center describes four aspects of knowledge management that feature strongly in small firm. 

Personal and shared understanding appreciation:  It is reflected by “an emphasis in 

management upon management by awareness therefore the on-going understanding of the meaning 

and the events interpretation by others”.  The role of managers and his mental models have impact 

the way in which they deal with outside knowledge. For example, there is strong evidence that 

business or owners do not act such as bringing in new techniques like knowledge management until 

there is compelling reason or a fear of difficulties.  

Effective knowledge bases and knowledge systems: Typically small firms have more potential 

and are more ready to adopt technology when they have a good grasp of the importance of 

information management. There is usually a strong business benefit, like increased efficiency, 

access to information, brief coverage, and the usefulness of information that create the need and the 

realization of information system to be install. 

Integrated and contextualized action: Knowledge projects in small firms are “formulated and 

implemented within an integrated framework of that manages the impact of knowledge projects in 

operational, strategic and uncertainty management terms.” Small firms also tend to be more 

strategic and should be more focused on the important element such as capture and utilization of 

intellectual property, with intellectual capital valuation being a consideration at times of succession.  

Effective learning processes:  Small firms are very socially rich such they have shooter culture, 

strong face to face interaction, yet owner managers who are usually keep themselves busy to the 

diffusion of their core knowledge to protect their firm’s competitiveness. On the other hand, 

renewing and developing knowledge through learning is another approach to developing 

competitiveness.  
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According to author that the key point to evolve from research is that ‘formal’ knowledge 

management approaches of large firms should not be imposed on small businesses. He further 

concluded that small firm’s ‘informality’ belies their actual complexity and often high degree of 

simplicity of decision-making is the strength of small firms. 

2.7 The Drivers of KM for SMEs 

For small businesses, the drivers for knowledge management are more specific subsets of the more 

general ones for large companies according (Dr David J Skyrme, 1997) to the author he suggested 

that as compared to large companies  the drivers of knowledge management are specific more than 

large companies.  

Customer driven-better customer knowledge is in need to meet their needs. Process improvement 

the need of good leadership and motivator to become more efficient Product and service related 

knowledge about technologies and marketplace to be explored new methods which help the 

development of new products and services.  

Restructuring as small growing businesses, are in need to add new functions and restructure their 

activities. This often creates the need to be more explicit with what was previously informal 

knowledge. Joint ventures knowledge to help the creation and effectiveness of a joint venture to 

Succession planning – knowledge to fill the gap when the owner or manager retires or moves on 

and take their knowledge. 

2.8 KM Processes 

Much of the emphasis within the organization of knowledge management programme is on 

knowledge sharing “knowing what we know”. More recently there has been growing interest to 

improve the knowledge in organization to achieve competitive advantage and enhance knowledge 

assets of the organization.         

In the knowledge sharing cycle, the knowledge management processes are:  

Collection of knowledge: the existing knowledge is gathered either on a routine basis or as needed. 

Normally knowledge within the organization is formally recorded in knowledge inventory or 

knowledge map.  

Organization or storage of knowledge: The classification and storage of knowledge is often using 

an organization particular glossary or in classification schema, which makes knowledge retrieval 

easier. This process usually involves information professionals.  

Knowledge share/disseminate: Usually Information may be sent on  routine basis in the 

organization to those people who are known to be interested in it or the information that are 

important for those this is so called information ‘push’. The Meetings and events play important 

role in sharing tacit knowledge.  
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Knowledge access: Information is made easily accessible from knowledge repository or database, 

for example through the use of intranet. This information is more easily accessible to users.  

Knowledge use or exploit: The knowledge is used as part of a work process that is refined and 

developed through transformation. Additional knowledge is formed and this knowledge cycle 

repeats itself.  

2.9 Overview of Successful Factor for Introducing of Knowledge Management 

in SMEs  

According to Rockart (1979) crucial factors can be defined as “areas in which results, if they are 

satisfactory, will ensure successful competitive performance for the organization”.  

According to Okunoye and Karsten (2002) knowledge management has really been the underlying 

source of successful organizations, regardless of their size, and location. He further suggested that a 

better understanding of the crucial factors for the implementation of knowledge management in 

SMEs is to ensure the success of their efforts. The author compared and reviewed all important 

factors which will be discussed and compared further in this chapter after the comparing author 

find some weakness and deficiencies that are improvable and are more useful for SMEs.  

There are many factors that affect the success of KM implementation in previous studies, such as 

culture, leadership and most important information technology. A set of crucial factors are very 

helpful to SMEs when designing and implementing a KM initiative. 

Skyrme and Amidon (1997) had studied different companies related to KM field, and find seven 

different key success factors. All factors are very important in business. These are as follow: strong 

relation to a business imperative, a compelling vision and architecture, knowledge leadership, a 

knowledge creating and sharing culture, continuous learning, a well-developed technology 

infrastructure and systematic organizational knowledge process. These factors are important for 

large scale projects not too much useful for small scale projects. Especially these factors would be 

important for those organizations that were formalizing Knowledge based enterprises. 

There is one more study related to investigate the factors which can affect the management of 

knowledge in organizations. This study was carried out by Holsapple and Joshi (2000). In this 

study authors derived three major classes of effect of management such as managerial, resource and 

environmental. These classes are further divided into more factors. Managerial class is subdivided 

into four main factors: coordination, control, measurement, and leadership.  

Resource influences are consisted into knowledge, human, material and financial resources. 

Environmental influences are divided into competition, markets, time pressure, governmental and 

economic climates. In another project according to the authors the lack of precise integration of 

technology and culture as key factors are reported. For example, the culture has not been explicitly 

presented as a factor, but under the concept of knowledge resources are included. The culture is not 
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insignificant. According to the author, culture, a very important factor for knowledge management, 

and should be represented as a main factor, not as a sub factor of another. Some factors as lost, 

including knowledge infrastructure, communications, education, training, organizational design, 

development strategy, and reward issues was thought. 

Davenport et al. (1998) selected 31 projects to determine what factors are associated with their 

effectiveness. From these projects they evaluated their performance and finally 8 projects were 

classified because these projects with common success factors were identified. In a nut shell they 

find that different aspects were linking to knowledge management such as economic performance 

or industry values, multiple channels for knowledge transfer, a technical and organizational 

infrastructure, a clear purpose and language, a knowledge friendly culture, a standard and flexible 

knowledge structure, senior management support, and change in motivational practices. 

Chourides et al. (2003) conducted a survey on 100 companies to find the critical factors for 

successful knowledge management implementation so they described five organizational functional 

areas such as strategy, human resource management, Informational Technology, quality and 

marketing. According to authors some other factors are also valuable in the implementation of KM 

such as organization should improve their efficiency and build the customer satisfaction as they 

can. Authors discussed one more important factor that is “innovation” through research but this 

factor is less relevant to SMEs because mostly SME are not involved in a research activities. 

On behalf of Liebowithz (1999) study he proposed six main key factors that are important in order 

to make a knowledge management successful in organizations. He identified that “support of senior 

leadership” is valuable in the strategy of KM, a chief knowledge officer and knowledge 

management infrastructure, knowledge ontologies and repositories, incentives to encouraged 

knowledge sharing, a supportive culture, and knowledge management systems and tools. 

Organizational resources are very important in the implementation of knowledge management such 

as human and financial resources.  

Many other factors are useful to the success of knowledge management. Hasanali (2002), 

highlighted five main factors those are important in the successful implementation of KM namely 

as culture, structure, leadership, roles and responsibilities, IT infrastructures, and performance 

measurement. 

2.10 Proposed Critical Factors for SMEs 

As Wong (2005) mentioned in his journal that “different sets of Critical success factors (CSF) have 

been put forward by different authors. They can possibly be grouped into a number of general 

factors such as management leadership, culture, technology, strategy, measurement, roles and 

responsibilities, etc. These are common in Knowledge Management efforts and therefore, they are 

also believed to be applicable to SMEs. However, one should also consider the needs and situations 

of SMEs when developing crucial factors for them. As mentioned earlier, there are some distinctive 

issues that require considerable attention in the SME sector. In order to deal with of previous 



Page | 26  

 

studies, I deploy them on KOSP. By combining the common factors and introducing some new 

ones, I propose a more comprehensive model of fifteen factors for implementing and improving 

knowledge management (KM) in SMEs. They are: 

 Management and leadership  

 Culture  

 Information technology (IT) 

 Strategy and purpose  

 Measurement  

 Organizational infrastructure  

 Process and activities 

 Motivation 

 Resources  

 Training and education 

 Human resource management (HRM) 

 Employer’s relation with employees 

 Communication 

 Project Management 

 Introduce New Technologies 
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CHAPTER 3 

3.0 Methodology 

In methodology chapter I describe the methodological approach which I have chosen to conduct in 

the empirical and theoretical study and I also propose the reason for this approach of the research, 

the choice of method, research approaches, its strategies and finally data collection would come 

under discussion. 

3.1 Research Methods 

There are two main research approaches qualitative and quantitative. The differences between these 

two are the assumptions they are built on Yin (2003). In qualitative research approach the data 

collection consist of soft data, for instance in the form of qualitative interviews. The quantitative 

research approach is according to (Davidson and Patel, 2006) measurement by data collection and 

statistical facts. 

Qualitative research approach will be followed in this research study as it focuses on words rather 

than numbers. This applies to this entire research question, which is based on interviews as well as 

written sources. This is best choice for research question to strengthen the arguments, exploring the 

linked issues with the research question or questions and eventually to grasp the understanding of 

the research enriched phenomenon and solutions of the question (Creswell, 2004 and Yin, 1994). 

Qualitative approach comprise on “How and what” questions instead of “why”. Therefore this 

approach doesn’t rely on statistics and facts and figures gathered normally in quantitative research 

(Kumar, 2005). This research approach is employed by many data collection method such as 

interviews, emails, video and audio conferencing, recording and taking notes. 

The qualitative research provides many methods in the form of reflection, observations and more 

open-ended questions, which help the researcher to gather sufficient data. Further this research is 

about knowledge management in an SME. The “how and what” parts makes the research to be 

qualitative. Therefore in this research different persons will be interviewed face to face, by 

elaborating different aspects of knowledge management implementation. The aim of choosing the 

small growing company for studying the KM is just because mostly KM has been found and has 

remained the focal point of large organization.  

According to Wong (2005), Knowledge has become one of the critical driving forces for business 

success. Organizations are becoming more knowledge intensive, they are hiring “minds” more than 

“hands”, and the needs for leveraging the value of knowledge are increasing. As a result, 

knowledge has been treated systematically much like other tangible resources and many 

organizations are exploring the field of knowledge management (KM) in order to improve and 

sustain their competitiveness. The need for a more systematic and deliberate study on the critical 

success factors (CSFs) for implementing KM is crucial. Organizations need to be cognizant and 
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aware of the factors that will influence the success of a KM initiative. Ignorance and oversight of 

the necessary important factors will likely hinder an organization’s effort to realize its full benefit. 

3.2 Research Strategy 

As Yin (1989) stated that research strategy adopted in order to answer the research questions. He 

also stated that there are five research strategies within the social sciences namely as experiment, 

surveys, case studies, archival analysis and history. According to Eriksson and Paul (2001), there 

are three types of research strategies mainly used in research experiments, surveys, and case 

studies. The researcher chooses either one or all depends on the type of research questions, research 

study and control over the behavior (Myers and Avison, 2004). Therefore the research is qualitative 

by nature that helps the researcher to follow the qualitative research methods such as, interviews, 

observation and reflections. 

Neither a survey nor an experiment suits the situation of this study. Survey is usually concerned 

with quantitative study which aims to measure opinions of people regarding specific situations, 

often past events. Since my focus was to gather qualitative data, not quantitative data regarding a 

contemporary event I felt that a survey is not a suitable approach to conduct for this research study. 

In order to conduct an experiment it is necessary to separate and control factors which tend to affect 

the final results. As these experimented factors are then varied and observations are made on how 

the result is affected. Therefore it is very hard to separate factors in a company and its control 

becomes more difficult, an experiment would not be a suitable strategy in this research. 

Case study is a qualitative research activity, because it is more suitable when investigating complex 

intangible things and factors. Case study research has the advantage of allowing an in-depth 

understanding of the subject. I use qualitative method to investigate knowledge management 

practices and to identify the factors that can influence knowledge management in small and 

medium enterprises, and to evaluate the problems with implementing of knowledge management 

and its importance in its natural context. The boundaries of the phenomenon are not clearly evident 

at the outset of the research and no experimental control or manipulation is used in order to explore 

what is knowledge and based on one’s assessments to add some knowledge to the existing one has 

been research (Myers and Avison, 2004). 

If the research is of how or why type there is no control over the events and the research is focused 

on contemporary events, the case study is the suitable research strategy. Since this research is based 

on question about how knowledge management practices may be implemented or improved in 

SME. 

3.3 Research design 

This research comprises on two research questions to pursue concerned with how knowledge 

management can be implemented to enhance the growth and competitive advantage of SMEs 

knowledge and what are the important factors that forced knowledge management in the case 
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company that may improve the awareness in the organization and motivate organization towards 

the implementation of knowledge management (KM) to be able to meet properly with 

organizational goals to be achieved.  

Seven key employees will be interviewed. The key employees will be general manager, assistant 

manager, marketing manager, project manager, web developer, programmer, and data entry 

operator. The reason for choosing these persons is that they could provide substantial contributions 

to fulfilling the structure and character of the experience under investigation.  The interview will 

only focus on the open or close ended questions but during interview the different reflections and 

follow up questions will also be observed. Managers will be interviewed with knowledge 

management perspective respectively. The concerned individuals will be requested for interview 

through email and the appointment with interviewees will be set. Before interviews the informal 

interviews questions draft will be sent through email for the ease of interviewees. By keeping the 

ethical consideration in view, on the request of the key employees who are involved in this research 

such as, their names, job title and identities will not be revealed. 

The gathered information through interviews will then be structured and would need to be properly 

screened, then the analysis of the empirical study will be build up on the basis of literature theories 

and eventually every question in the analysis section will be interpreted according to the research 

literature. Many new notions will be discussed to find out the problems with knowledge 

management importance and its implementation by introducing important factors that influence 

knowledge management implementation in SME. The discussion will be based on the empirical 

findings. The conclusions will be drawn based on the literature backings after the analysis of the 

empirical findings. 

3.4 Data Gathering 

There are different methods are used in collecting the data depending upon the nature or the type of 

the research carried out. Kotler et al, (2001) described two kinds of data, primary and secondary. 

Primary data is used collecting the data for specific purpose. In this research primary data will be 

gathered through the interviews conducted in the company. On the contrary, information that 

already exist in written form is called secondary data (Kotler et al, 2001).In this research the 

following qualitative data collection are used. 

According to Field & Morse (1992), the purpose of qualitative studies is to describe a phenomenon 

from the participants’ points of view through interviews and observations. The intention of the 

researcher is to listen to the voice of participants or observe them in their natural environments. The 

researcher’s interpretation of these experiences is usually described as an emic perspective.  

Kvale (1996) considered an interview to be a moral endeavor, claiming that the participant’s 

response is affected by the interview, and that the knowledge gained through the interview affects 

our understanding of the human experience. Although qualitative research methods make it 

difficult to predict how data will be collected through interviews or observation (Streubert & 
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Carpenter, 1999), researchers have the obligation to anticipate the possible outcomes of an 

interview and to weigh both benefits and potential harm. 

In this research the interviews have been considered as a basic data collection method in qualitative 

research. 

Mohsam and Brakel (2011) stated that each of the companies interviewed had unique skills that 

they can apply to their advantage. They were also found to be implementing KM processes such as 

sharing, creating and leveraging of information and knowledge, albeit in the absence of formal 

policies. It was therefore deduced that SME successes depend on how well they share their tacit 

and explicit knowledge; this will determine whether they would excel above their competitors. 

According to Holloway (1997) a qualitative interview is a conversation with a purpose in which the 

interviewer aims to obtain the perspectives, feelings and perceptions from the participants in the 

research. During the interview both close and open-ended questions were asked face to face. 

Managers have been interviewed for the knowledge management practices, the crucial factor that 

can influence knowledge management implementation in SMEs and current and proposed practices 

as factors in the organization. Managers representing a high hierarchy it enable the researcher to 

argue in more freedom. After interviewing all seven key employees, a lot of things about the 

knowledge sharing have been gathered. The interview help me in this research to focus of the 

points how particularly the knowledge management practice in the light of the crucial factors has 

been occurring in this particular small organization. The assistant managers were tend to open the 

questions regarding how they perceive knowledge management and by comparing the current 

practice of the factors with those of proposed to know the degree of the practice and its importance 

for the growth of the company to be taken into consideration. The reason is that the assistant 

managers have more direct and instant connection with new trends in order to perform the daily 

routine a lot of problems have been observed which will be discussed in the limitation of the study. 

Since the research is about how knowledge management suits to enhance the growth and 

competitive advantage of SMEs, and by which mechanisms it has been implemented in the 

organization; manager, assistant manager, and project manager in KOSP will be interviewed in this 

process. The necessary lateral thinking should be according to the literature. 

The interpretation of the questions was made in order to be more reflective and arguing and found 

connection between the interviews and the literature so far. Many of the facts gathered in empirical 

work, some of them have the similarities with the literature and some of them were not exactly as 

the literature revealed. Therefore the necessary improvisation has been made in accordance with the 

literature. 

However in the interviews one can observe more and can shuffle the questions across by sensing 

the situation. 

The entire interview questions have been noted on paper. It would have been easier. At some points 



Page | 31  

 

it was hard to write all the necessary information instantly but I covered all the most important and 

necessary data instead of missing it.   

Seven key employees’ i.e. general manager, assistant manager, project manager, marketing 

manager, data entry operator, web designer, and programmer were interviewed. And the details of 

key employees are as follows: 

3.4.1 General Manager 

General Manager is responsible for all areas. He usually oversees most or all of the 

company's marketing and sales functions as well as the day-to-day operations of the KOSP. He is 

also responsible for effective planning, coordinating, staffing, organizing, and decision making.  

My interview time with general manager was approximately 2 hours and the summary of the 

interview in the form of questions and their answers are given below: 

Q01: What are your perception about knowledge management its implementation in small and 

medium enterprises? 

I aware about the knowledge management and it is very important for business organization.  

Q02: At what level your organization practicing knowledge management? 

We are not practicing knowledge management in our organization properly. 

Q03: What do you think is there any effective mechanism practicing that facilitate the sharing of 

organizational values and behaviours in your company? 

No, in our organization no any effective mechanism practicing that facilitates the sharing of 

organizational values and behaviours. 

Q04: How many employees working on knowledge management processes? 

There are more than 10 employees in company but no one is dedicated specially for 

knowledge management.  

Q05: How often you communicate with other employees? 

It is not properly defined, but mostly we have one meeting with managers. But with other 

employees may be after one week or more.   

Q06: What are the existing functions that have already dealing with knowledge problems? 

We deal with knowledge problems but these functions are not properly defined. 

http://en.wikipedia.org/wiki/Marketing
http://en.wikipedia.org/wiki/Sales
http://en.wikipedia.org/wiki/Business_operations
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Q07: There is any change initiatives are established to develop existing position of knowledge 

management? 

No, we deal on the same way from the first day. 

Q08: How you motivate to employees? 

We motivate to employees to ensure their job security. 

Q09: Is there any reward system that encourages the contribution of employees? 

Not defined, but sometimes to offer them dinner or lunch. Give extra leaves against 

overtime. And annually increase their salary according to government law etc. 

Q010: May company arrange proper training and education sessions to improve employee’s 

knowledge and skills? 

Till now two training sessions were arranged but these are not related to knowledge 

management. 

Q011: There is any human resource strategy practicing in KOSP to deal with difficult situation 

when an employee leave the company? 

We don’t have human resource management department and also don’t have strategy for 

managing our employees in order to review their job.  

Q012:  How’s your relation with employees?  

We don’t have personal relation with employees. 

Q013:  As communication is the process of exchanging information and ideas. May you share your 

ideas and information? 

Yes, managers exchange their ideas with us and I think they also share with employees for 

the innovation in the organization. 

Q014:  As project management is very important to improve productivity and reduce cost. How you 

manage your projects? 

Yes, we have a project manager but we have no proper team for managing the projects.  

Q015: Who takes accountability for project? 

Only project manager and sometimes I review the reports. 
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Q016: How often managers send you updates and what is the communication process? 

We communicate via email and face to face meetings.  

Q017: May you introduce new technologies in your company? 

Yes but not on priority bases.  

3.4.2 Assistant Manager, Project Manager, and Marketing Manager 

The primary role of assistant manager is to assist the general manager in preparing a budget. She 

also works closely with employees and to monitor systems and technology. She also implements 

business strategies and procedures, manages the organization's resources.  

Project manager builds up a common set of practices, principles and templates for managing 

projects. He is working on different projects. He sets project management standards. The manager 

stresses on the knowledge of employees and its importance in order to enhance the efficiency of the 

work processes in the KOSP. 

Marketing manager identify potential markets for KOSP. He accomplishes this by determining 

which customers are most likely to use their services. He coordinates customer relationship and 

arranges meetings with consumers. He introduce the concept of the services -- features, uses and 

price range -- through the moderator and determine how well user like it. He usually observes 

consumers' responses behind one-way mirrors. He might conduct surveys to better quantify how 

likely people are to get the services. Subsequently, he introduces the services to the market. Pricing 

strategy development is another marketing manager responsibility. During this process, he starts by 

studying prices competitors charge for like services.  

My main interaction was with assistant manager, she arranged my all meeting with general 

manager and other employees. I meet to managers many times but official interview timing was 

approximately 3 hours for each. Mostly questions for assistant manager, project manager, and 

marketing manager are same and the summary of their interviews is given below. 

Q01: What are your perception about knowledge management its implementation in small and 

medium enterprises? 

The project manager, assistant manager, and marketing manager admitted the importance of 

the skilled or knowledge workers and the creative thinkers that can bring some difference in 

the company. They think KM is very important for the growth of SMEs. Knowledge is an 

intangible and invaluable asset of an organization. KM reduces poverty, expansion in the 

national economy.  

Q02:  What do you think is there any effective mechanism practicing that facilitate the sharing of 

organizational values and behaviours in your organization? 
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 Unfortunately our organization is not practicing knowledge management and no any 

effective mechanism practicing that facilitates the sharing of organizational values. 

Q03: How often you communicate with other colleagues? 

Mostly they meet to different colleagues only when needed.    

Q04: How often you send updates to general manager and what is the communication process? 

They communicate with general manager via emails and face to face meetings. They have no 

proper information system. 

Q05: There is any change initiatives are established to develop existing position of knowledge 

management? 

They are working here from last 2-3 years and during this time they did not see any change 

regarding KM. 

Q06: To what extent organizational culture is develop in your company that can support high 

values of knowledge and encourage its creation sharing and its application? 

According to them organizational culture is very important in shaping the values and belief 

that hold up creation of knowledge, the positive relationship between a good knowledge 

culture. At here employees belongs from different countries which represented good culture 

of the organization. 

Q07: How your employer motivate to you? 

As it is very important but sometimes employer says well done and keep it up. 

Q08: During your job period may you get any reward against your extra contribution? 

Only give some extra leaves against extra time. 

Q09: May organization arrange training and education sessions to improve employee’s knowledge 

and skills? 

They discussed many times about the importance of training so now employer promised to 

arrange training session near future. 

Q010: As communication is the process of exchanging information and ideas. May you share your 

ideas and information? 

Yes, sometimes they exchange their ideas with general manager and other employees but not 

with other colleagues.  
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Q011:  May your company introduce new technologies? 

During their job period they are using the same software and system. 

Q012: Do you feel confident that the company has the stability to continue providing your business 

with the same level of website service, for edits, maintenance, and future phases of growth? 

According to all of them that the company should have to improve information systems and 

introduce new technologies to continue business in the competition. 

3.4.3 Web Designer, Programmer, and Data Entry Operator  

Web designer is responsible for the design, layout and coding of a website. He involved with the 

technical and graphical aspects of a website; how the site works and how it looks. He is also 

involved with the maintenance and update of an existing site. He establishes the purposes of the 

website based upon its target audience and determine all functionalities that the site must support.  

Programmer writes, update, and maintain computer programs or software packages to handle 

specific jobs. He conducts trial runs of programs and software applications to be sure they will 

produce the desired information and that the instructions are correct. Perform or direct revision, 

repair, or expansion of existing programs to increase operating efficiency or adapt to new 

requirements. 

Data entry operator verifies, update and enter data into the systems.  He prints and review the data 

entered so that the records are accurate and complete. He verifies all customer inputs. He trains 

employees on software programs. 

Official interview timing was approximately 2-3 hours for each participant. Mostly questions for 

web designer, programmer, and, data entry operator are same and the summary of their interviews 

is given below. 

Q01: How do you want the design to influence your customers? 

When client says something about good design creating value and connections then if they 

are on the same page, then great! Let’s commence with the designing. But if not, then they 

educate to their clients. 

Q02: How much time do you spend planning and researching? 

Web designer spent 3 to 10 hours per project. According to him it may seem like a lot of 

time, but things like content structure and delivery, overall website functionality, and other 

details must be planned out! 

Q03: What is your methodology for website planning and execution? Is it enough for 
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organization? 

Here may run the risk of delays, lack of available expertise. They don’t feel comfortable 

throughout the process.  

Q04: What is your perception about knowledge management its implementation in small and 

medium enterprises? 

They have no much knowledge of KM but they know that it is very important for the 

growth of SMEs and reduces poverty.  

Q05:  What do you think is there any effective mechanism practicing that facilitate the sharing of 

organizational values and behaviours in your organization? 

They stated that their organization is not practicing knowledge management and no any 

effective mechanism practicing that facilitates the sharing of organizational values. 

Q06: How often you communicate with other colleagues? 

Daily they meet to their colleagues.    

Q07: There is any change initiatives are established to develop existing position of knowledge 

management? 

They stated during their job time they did not see any major change regarding KM. 

Q08: To what extent organizational culture is develop in your company that can support high 

values of knowledge and encourage its creation sharing and its application? 

According to them at here employees belongs from different countries which represented 

good culture of the organization. 

Q09: During your job period may you get any reward against your extra contribution? 

Organization gives some extra leaves against extra time. 

Q010: May organization arrange training and education sessions to improve your knowledge and 

skills? 

No. 

Q011: As communication is the process of exchanging information and ideas. May you share your 

ideas and information? 

They exchange their ideas with each other.  
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Q012:  May you are satisfied about the current technology implemented in company? 

Unfortunately they are not satisfied. Web developer said company using old technology but 

for competitive advantage it is very important to update the existing technology like 

computer software, hardware etc. Data entry operator said that 2 years before there are some 

problems in the management software and that these problems still exists.   

The reason for choosing these persons is that they could provide substantial contributions to 

fulfilling out the structure and character of the experience under investigation.  The interview will 

only focus the open or close ended questions but during interview the different reflections and 

follow up questions will also be observed. Managers will be interviewed with knowledge 

management perspective respectively. The concerned individual will be requested for interview 

through email and the appointment with interviewees will be decided. Before interviews the 

informal interviews questions draft will be sent through email for the feasibility of interviewees. By 

keeping the ethical consideration in view, on the request of the key employees who are involved 

during in this research such as, their names, job title and identities will not be revealed. 

The gathered information through interviews will then be structured and would need to be properly 

screened, then the analysis of the empirical study will be build up on the basis of literature theories 

and eventually every question in the analysis section will be interpreted according to the research 

literature. Many new notions will be discussed to find out the problems with knowledge 

management importance and its implementation by introducing important factors that influence 

knowledge management implementation in SME. The discussion will be based on the empirical 

findings. The conclusions will be drawn based on the literature backings after the analysis of the 

empirical findings. 

3.5 Literature study 

The main resource of literature study is the electronic library of Linnaeus University and databases 

for article studies where I found a lot of interesting articles and books to support the studies which I 

will use in this research. I also used other resources like as Internet, books etc.  

3.6 Direct Observation 

Frequently knowledge management has been practicing without knowing for example sharing 

information with each other, giving guidance when facing the problem. As I observed there the 

working environment was friendly and they shared and discussed the problem with each other 

regarding the projects. Therefore observations helped the researcher to understand how and what 

are the primary cornerstones that help the individuals and organization to socialize often to get hold 

of the knowledge management obstacles. There are number of other ways to observation like 

sidewalk activities, level of communication among each other in organization, class room 

environment etc (Silverman, 2002). 
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Observation is often underrated as a data collection method. Everyone collects direct observation 

information, knowingly or unknowingly. However, employing direct observation as an effective 

assessment tool requires consciously using, and recording, what we see, hear, and smell to help 

shape our understanding of a situation or a problem. (ACAPS, 2011) 

Observation is also a good way to cross-check people’s answers to questions. Its use may generate 

questions for further investigation and help form future discussions or frame questions in case of 

inconsistency between what the interviewer of a key informant observes and what the respondents 

are saying. (ACAPS, 2011) 

3.7 Reflection 

Being reflective during the interview can help the researcher to find out many why’s and what’s. 

This process normally occurs during the interviews in order to fully understand the different 

situations and circumstances in which a specific task or tasks are done. In knowledge sharing there 

would be situations where an individual shares recalling his/ her previous knowledge and share 

knowledge from his own mental maps. 

There have been a few reflections which came through in the form of follow up questions to have 

better understanding of the area of the research. 

3.8 Validity and Reliability 

Four primary ingredients to monitor the quality of the research methods been applied, namely; 

internal validity, construct validity, external validity and reliability. Validity is about the 

truthfulness of the research design (Silverman, 2002). 

Internal validity is been seen as an alternative way to monitor the integrity level of the facts and 

truthfulness of the research design (Yin, 1994). It measures the casual relationships among the 

different aspects covered in the research design. It helps a researcher to eliminate the necessary 

contradictions and possession of the other aspects that might be confounded and bounded to the 

relationships under study (Churchill, 1999). In this research there are a number of casual 

relationships monitored with respect to knowledge sharing. Since this research is about how the 

knowledge management can be implemented by introducing crucial factors to be able to adopt and 

create awareness in SMEs. This research aims to reveal the importance, to create awareness and to 

introduce the crucial factors that can influence knowledge management in small and medium 

enterprises both in the organizational and individual level. 

Construct validity monitors the real implications of the concepts used in the research design 

(Churchill, 1999). Its aim is to connect the operational measures of what has been monitored and 

observed and what has been done so for (Myers and Avison, 2004). The significant illustration of 

the construct validity has been covered in the analysis and conclusion chapters. The emphasis is on 

the importance of knowledge management (KM) in small and medium enterprises (SMEs) because 

of the limited empirical facts. How the researcher tried to find the importance of knowledge 
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management and ultimately introducing crucial factors that may influence the implementation of 

knowledge management in small and medium enterprises to be competitive. External validity is 

about the generalization, taking the facts of research to see what degree they are generalized 

analytically rather statistically (Hart, 2005). There have been arguments about the validity applied 

either internally or externally as some researchers argue that facts of qualitative methods and 

laboratory experiments are internally valid where the survey and ethnographic statistics and 

observations are externally valid (Churchill, 1999). A number of previously and lately done case 

studies are been considered to find out how generable their results are with each other. These 

studies helped me to come up with interesting consequences of the knowledge management (KM) 

found in the interviewing processes. However this research is qualitative method that can be 

categorized into quantitative approach has been neglected. 

Reliability is about the measurement of the quality of the research design by going with the same 

research paradigm as one researcher already did so. The aim is to see how many the previous 

results and findings are generalized to the new research in same field (Myers and Avison, 2004 and 

Yin, 1999). This has been an investigative measurement to highlight the inconsistency in 

generating the outcomes from previous similar research in the same paradigm of knowledge 

management and the factors that influenced its implementation in SMEs. The data is gathered from 

the literature of the prestigious organizations and known researchers and practitioners to ensure the 

necessary validity and reliability of the research. Importantly for data integrity measures the 

language used in interviews is easy to be understood. Help from the people with having the 

experience is taken. 

3.9 Ethical Consideration 

As a researcher it is my responsibility to protect the participants in an investigation. According to 

Orb et al. (2000, pg. 93), ethical issues are present in any kind of research. The research process 

creates tension between the aims of research to make generalizations for the good of others, and the 

rights of participants to maintain privacy. Ethics pertains to doing well and avoiding harm. Harm 

can be prevented or reduced through the application of appropriate ethical principles. Thus, the 

protection of human subjects or participants in any research study is imperative. Violations of 

human rights in the name of scientific research have been among the darkest events in history.  

Qualitative researchers focus their research on exploring, examining, and describing people and 

their natural environments. Embedded in qualitative research are the concepts of relationships and 

power between researchers and participants. The desire to participate in a research study depends 

upon a participant’s willingness to share his or her experience. Nurse researchers have to balance 

research principles as well as the well-being of clients (Ramos 1989 cited in Orb et al. 2000, pg. 

93).  

According to Orb et al. (2000, pg. 93), the difficulties inherent in qualitative research can be 

alleviated by awareness and use of well-established ethical principles, specifically autonomy, 

beneficence, and justice. 

As Capron (1989), stated that any kind of research should be guided by the principles of respect for 

people, beneficence, and justice. He considered that respect for people is the recognition of 
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participants’ rights, including the right to be informed about the study, the right to freely decide 

whether to participate in a study, and the right to withdraw at any time without penalty.  

In this research I frankly discuss with general manager about the intellectual property of the 

company. Because of this consideration I am using a fictitious company name in my thesis. I 

avoided relationships that could exploit or harm others. Like I have my personal relations with a 

manager but I did not discuss his personal lifestyle with any other colleague. Before meeting I 

informed to the participants about the topic, procedure and expected duration of the meeting and 

get their consent. I did not force to the participants for getting an appointment, and during the 

interview for the answer of my questions.  

As a researcher it is my primary responsibility to keep the confidentiality and privacy of the 

company’s employees. I did not discuss sensitive topics which make them in awkward situations. 

Participants had the freedom to choose how much information about themselves they will disclose 

and under what conditions. I did not disclose any personal information of participants. And before 

finishing the meeting I showed the voice recording and minutes of meeting to the participant. And 

with the permission of the interviewee, I discuss with other employees.  
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CHAPTER 4 

4.0 Empirical findings 

I gather information to find out the perception of the company workers regarding knowledge 

management practices towards improvement of knowledge sharing by applying crucial factor that 

facilitate knowledge management in small and medium enterprises. The purpose of this test has to 

find out the existing practices of knowledge management and its flexibility of improvement in 

KOSP by applying crucial factor that can facilitate the improvement of knowledge management 

practices in small organizations. This test comprised on fifteen successful critical factors that have 

been suggested by different researchers. Here I am going to investigate the current practices of 

these factors and its importance in KOSP company because they are in initial stage of growth and 

are interested to manage the overall  knowledge of the company particularly improving knowledge 

and skill of their employees to enable them to contribute for the  different description of element or 

important factors , the existing position of the elements in company and the importance of the 

elements for the company of knowledge sharing to be improved which has been discussed all 

together with the key staff of the KOSP. The critical elements or factors regarding different areas 

have been rated from 1 to 5 with two aspects, (1) the existing position of the element that is 

practicing in the company and (2) the importance of the elements for the organization. As shown in 

the last (appendix). 

4.1 Knowledge management  

KOSP is working with different clients nationally and internationally and provide services in the 

field of internet marketing. They need to improve the knowledge of their employees towards 

knowledge management, to improve knowledge sharing, to expand their business and achieve the 

competitive advantage of others. Additionally it is realized that managing knowledge is very 

important for the growth of an organization and particularly to improve the skills and knowledge of 

the workers in order to be competitive to meet the organizational goals. Therefore managing 

knowledge of the organizational intellectual capital is very crucial to be managed and so improve 

their skill by applying some critical factors. The link of knowledge management strategy with 

organization business plan such as KM is used as tool to sustain the improvement of organization. 

They get agree that we are going to define these polices because we are in the initial stage and we 

are not in a position to implement in the existing position but they show a great importance of these 

polices and strategies for the organizational growth such as communication strategy, work force 

strategy and the implementation of crucial factors for knowledge management. 
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4.2 Management and leadership support 

 The participants pointed out that KOSP management is lacking in these types of change initiatives 

such as leadership to provide proper guidance to improve skills, and performance of employees to 

confirm the organizational growth.  

 Management and leadership support is very crucial for the growth of an organization. When I 

asked about the management and leadership support all the participants answered and mentioned 

that the existing practice or planning of management and leadership support in KOSP is not 

favorable for the company. It means that the management and leadership are not present in KOSP 

at a good level. Leadership is the most important factor to guide the individual on to the right track, 

motivate him by providing opportunities to share their knowledge with other employees, enable 

them to meet the organizational challenges. The participants described that KOSP lacks in 

providing good leadership. They also mentioned that the level of personal involvement of the 

managers and senior workers is low to perform visible leadership by personally observing the 

activities in field such as performance, coaching, mentoring etc. When I questioned the employees 

about their incentives they replied in the negative. Even they were not clear about their job 

structure.  

Furthermore the participants also pointed out that manager is also entitled to encourage cooperation 

and teamwork in the organization which is also lacking in our company. They realized the 

importance of these activities especially when successful implementation of work activities 

requires support from different individuals. 

 Furthermore they are in need to improve it to make the employees efficient in performing their 

tasks.      

Communication is very important for knowledge sharing. In KOSP all the seven employees are 

agreed upon that they are applying the communication strategy to develop communication between 

the members of the organization. The empirical evidences shows that the employees 

communicating with each other are satisfactory but the involvement of the company management is 

not good enough in providing the management and leadership support that should enhance 

knowledge and skills of the organization. Additionally they mentioned it is very important to 

develop communication in KOSP in order to share more knowledge and keep the employees on the 

track towards organization mission. As I observed the communication between the members is 

informal face-to-face.  

 Communication is very crucial for the improvement of knowledge sharing and KOSP is planning 

to introduce tactics to motivate their employees to communicate more and provide the opportunity 

to make them able to share more knowledge. 
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 4.3 Organizational culture 

Organization culture promotes knowledge sharing among the employees of the organization. In 

KOSP the participants pointed out that they were not working in a flexible culture. Everyone has no 

opportunity to share and communicate with one another. It means that the employees of KOSP 

have no open and flexible organizational culture for knowledge sharing. On the other hand KOSP is 

keen to develop organizational culture to improve knowledge sharing among the employees.  

The participants pointed out that motivation strategy is very important for knowledge sharing. It 

suggests that a strategy has been developed to reward and recognize the employees for their 

contribution to develop knowledge sharing in the organization. They realized that this strategy is 

lacking in KOSP that’s why the employees are reluctant to share their knowledge with each other. 

Manager is entitled to establish learning environment that encourage employees to improve 

performance. The participants pointed out that effective continuous learning program is lacking and 

the role of manager in establishing learning program is not efficient. They pointed out that the 

management has plans to develop it to providing an opportunity to the employees to improve their 

knowledge sharing. 

4.4 Information technology: 

Information technology is very crucial in an organization and plays a vital role in capturing and 

sharing critical knowledge towards organizational objectives. The organization’s information 

technology is based upon achieving its knowledge management objectives. In answer to questions,  

the participants pointed out that KOSP is using information technology (IT) for knowledge sharing 

such as using intranet for sharing knowledge within the organization, e-mails, video conferencing 

which help them in capturing and sharing knowledge within the organization and outside of the 

organization. Additionally they realized and showed that the existing practice of IT is quite good in 

KOSP but they are looking forward to develop it still more to meet the organizational goals 

effectively by improving knowledge both within the organization and outside of the organization. 

4.5 Strategy and purpose: 

 The strategy for the workforce to keep on track and assembled is very important for any 

organization whatever the size of the company. This strategy concentrates on areas like risk 

concerned with mission, planning succession and developing leaders and managers. The 

participants pointed out that KOSP recognized that there is a great importance of effective and clear 

strategy to be developed and utilize its resources to keep the employees on track to improve their 

knowledge to meet the organizational goal. Here the participants also mention that the notion of 

strategy in KOSP is closely related, to the development of a compelling and shared vision for 

pursuing knowledge management. Furthermore they view that it is important for the employees of 

the KOSP to support this vision, to confirm that it will work. On the other hand KOSP is very keen 

to provide good leadership for their workers to direct them and share their experience and 
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knowledge with them to make them able to contribute towards organizational growth and enhance 

their knowledge as well. 

4.6 Measurement:  

To increase effectiveness and reliability of knowledge sharing and knowledge management 

practices within organization should be a measurement process for knowledge management. 

Measurement also provides successful grounds for organizations to evaluate, compare, control and 

improve upon the performance of knowledge management. The participants described that they are 

not familiar with knowledge management but they are looking forward for knowledge management 

methods to facilitate knowledge sharing among the employees. 

Additionally participants pointed out the composition of operating crews and other team’s tasks to 

be taking into consideration individual experience and attributes to enhance knowledge sharing. 

Measurement enables organization to assemble the progress of knowledge management and to 

determine the benefits of knowledge management and its effectiveness. The participants mentioned 

that the post job reviews and management observations in KOSP is not good enough to measure the 

activities that had been practiced, to implement knowledge management that could develop 

understanding of knowledge management among the employees. The participants are agreed upon 

that in KOSP there is feedback process: the management observes and reviews previous work 

reports of the employees and make efforts to improve human performance. Further they add that 

they are trying to develop it more. They made some potential steps towards developing the skills, 

knowledge and ultimately the performance of the employees. 

During my empirical findings I discovered from the participants about the human performance to 

be improved and the existing practicing level of human performance program in KOSP. All the 

participants agreed upon that the existing position which is being practiced in KOSP is a low level 

but they are trying to develop it and trying to provide the opportunities to their workers to expand 

their knowledge to perform their duties for the organizational growth. 

Knowledge sharing is very crucial for organization and for the employees as well to be competitive. 

The existing level of knowledge sharing among the employees in KOSP according to the 

participants is low. They want to find out the reasons to improve the knowledge transfer and keen 

to develop and preserve unique knowledge and skills that could be lost through attrition or planned 

employee’s changes. In KOSP the current level of the knowledge sharing strategies is under 

consideration. On other hand all the participants showed and pointed out the importance of 

knowledge sharing among the employees. Furthermore they agreed that without improving the 

knowledge and skills of the employees the organizational growth and competitive advantage is hard 

to be achieved. 
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4.7 Organizational infrastructure:  

Organizational infrastructure is the most important aspect and facilitates the implementation of 

knowledge management. As studying the current situation regarding organizational infrastructure 

in KOSP the participants pointed out that the organizational infrastructure is good to some extent. 

They mentioned about new projects and described that when performing new projects a group is 

formed by the project manager and distributes the work task among the group with time 

specification and responsibility for each of the group member to confirm the successful completion 

of task. But on the other hand they mentioned that the monitoring of the activities process is slow in 

KOSP because the personal involvement of managers and coordinator is not efficient to define 

good management initiatives and leadership activities that track the members of the group to 

perform; meet successfully the desired goal and objectives. They also mentioned that the level of 

personal involvement of the managers and senior workers is how to perform visible leadership by 

personally observing the activities in field such as performance, coaching, mentoring. 

Personal involvement of manager is of great importance in any organization to communicate and 

provide information about the new changes which have been accrued in organization to their 

employees. In KOSP the participant pointed out that the manager was involve to some extent 

because of the work load and time limit of the project. They further showed that they are trying to 

get involved and foster open communication with employees and also to develop flexible 

environment to improve knowledge sharing which is not good enough in organization. Furthermore 

the participants also pointed out that manager is also entitled to encourage cooperation and 

teamwork in the organization. They realized the importance of these activities especially when 

successful implementation of work activities requires support from different individuals.  

4.8 Process and Activities:  

In every organization an effective process is established which clearly defines the organizational 

tasks which are then handed over to employees of the organization to perform. Organization then 

defined the procedures to deal with the complexity of the tasks like skills and training of personnel, 

supervision, etc. The current level which they are practicing is not favorable for the company. They 

described the reason is that management did not pay more attention to these complexities which 

they are facing normally during performing their task. Furthermore they pointed out the need to 

deal with task complexities well.  

The participants agreed that in KOSP there is no knowledge elicitation tool to identify the critical 

knowledge held by the employee to present this knowledge in a manner to facilitate knowledge 

sharing among the employees. On the other hand they did not show any importance for this type of 

tool. 
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Documentation is of great importance such as the documents regarding: knowledge sharing of the 

personnel, activities, conditions, and decisions; are documented in detail that made employees able 

to recreate and deal with problems regarding projects and events. The participants were agreed that 

KOSP has documented all activities to some extent for knowledge capturing. They also showed 

that the documentation has improved. The participants also mentioned that there should be a proper 

documentation system in KOSP that manages the important documents regarding personnel and 

other organization activities. 

4.9 Motivation: 

Effective knowledge management needs the enhancement of desired goals among the employees to 

manage their intellectual capital. The participants pointed out that motivation strategy is very 

important for the knowledge sharing. On the other hand they described that the management of 

KOSP is not paying enough attention to motivation. It prevails to some extent in the company but 

not as much as it should be for the betterment of the company. It suggests that a strategy has been 

developed to reward and recognize the employees for their contribution to develop knowledge 

sharing in the organization. They realized that this strategy is lacking in KOSP that’s why the 

employees are reluctant to share their knowledge with each other. The participants also described 

that there are motivational activities in KOSP that encourage employees. The employees are 

disbursed bonuses, cash awards to motivate them toward the organizational goals. They pointed out 

that the management have plans to develop it to provide opportunity to the employees to improve 

their knowledge sharing. 

4.10 Resources: 

Financial support is required for the implementation of any technological system. With reference to 

resources the participants pointed out that there is no proper system in use in KOSP to manage the 

overall knowledge of the organization. As I observed the information in KOSP are scattered and the 

participants also realized the absence of proper system. There is no documentation system for 

example; I also discovered from participants regarding human resource management that the 

participants pointed out that HRM in KOSP are in need to manage and coordinate the 

implementation process as well as to develop the knowledge managing activities. The participant 

further described about time consideration and pointed out that organization has to provide free 

time to their employees to perform knowledge management activities such as time and learning 

opportunities and knowledge sharing as well. 

4.11 Training and Education: 

The importance of training and education is considerable for knowledge management. Work and 

training activities are facilitating knowledge management among the employees to be improved. 

The participants pointed out that the current situation of training and education in KOSP is at 

moderate level practice by the manager which is not good enough for the company growth. They 

also mentioned that KOSP is in need to improve the training and education to improve the skills 

and knowledge to meet successfully the organizational goals. The participants viewed that in an 
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answer to a question there is no technological or knowledge elicitation tool for managing 

knowledge among the employees. The existing position of the above activities has been practicing 

in KOSP but it needs to be further improved. 

4.12 Human resource management: 

Effective recruitment of employees is very important. The participants pointed out that through 

recruitment process knowledge and competencies are conveyed into the organization that may lead 

further the organization towards growth. The participants mentioned that KOSP recently faced the 

difficult situation when an employee left the company. The participants further pointed out that it 

was difficult for their company to handle with because there were strategy in practice but is not that 

much effective to responded the situation. As the current practice of human resource recruitment 

strategy practiced in KOSP at a low level. The participants showed that KOSP is trying to develop 

the recruitment process to confirm quick response to the desired situation. 

In an answer to another question the participants pointed out that KOSP management is trying to 

take steps for providing development activities to their employees to develop the skill and 

knowledge to make them able to contribute to the organizational goal. They pointed out the 

activities like performance appraisal, continues learning, and feedback process is very important.  

4.13 Employer’s relation with employees 

The Times 100 Publisher  explains the employer’s relation with employees as, Employer/employee 

relations refer to the communication that takes place between representatives of employees and 

employers. Much of the employee relations involve employees and employers working together. 

Indeed, part of the aim of the European Union's social policy today is to create a system of shared 

responsibility of employers and employees for working practices, conditions and other areas of 

working life. This policy of shared responsibility is called co-determination. 

Discussions between employers and employees typically cover the following areas: 

 pay 

 bonuses 

 the work environment 

 disputes 

 work schedules 

 grievances 

 health and safety 

 hours of work 
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 Production targets. 

In SMEs these areas exist but they are not properly defined.  

4.14 Communication 

Regional Skills Training Pty Ltd. explains the communication in the article workplace 

communication that communication is the process of exchanging information and ideas. There are 

many means of communication. To be an effective and valuable member of your workplace it is 

important that you become skilled in all of the different methods of communication that are 

appropriate. This workbook looks at different types of communication and associated technology, 

but before that it is important to understand the communication process.  

The Communication Process 

As Regional Skills Training Pty Ltd. explains the communication process, for communication to 

occur it must pass from a sender to a receiver. This must occur irrespective of the form of 

communication. 

For communication to be effective it must be understood by the receiver and be able to be 

responded to. This means that total communication involves speaking, reading, listening, and 

reasoning skills. 

As communications pass from the source to the receiver there is plenty of opportunity for its 

original meaning to change or alter. Therefore listening, reasoning and feedback is an important 

part of the process as it is an opportunity for the sender to make sure the receiver has understood 

the message.  

In KOSP communication process is not clearly defined. When data came from any resource then it 

is not clear that where from its process will be started.   

4.15 Project Management  

According to Schwalbe (2006), many organizations today have a new or renewed interest in project 

management. Computer hardware, software, networks, and the use of interdisciplinary and global 

work teams have radically changed the work environment. Better control of financial, physical and 

human resources can 

 Improved customer relations. 

 Shorter development times. 

 Lower costs. 

 Higher quality and increased reliability. 
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 Higher profit margins. 

 Improved productivity. 

 Better internal coordination. 

 Higher worker morale (less stress). 

Project Management Software 

Schwalbe (2006), explains project management software as, Enterprise PM Software integrates 

information from multiple projects to show the status of active, approved, and future projects across 

an entire organization. It also provides links to more detailed information on each project. Many 

managers like to see status in color – red, yellow, and green. 

In KOSP, there’s not proper planning for project management software. It’s not in a good working 

position. Neither it neither provides the correct status of projects nor gives useful detailed 

information on each project.  So, because of poor project management software, the knowledge 

processes also disturb.  

Financial Analysis of Projects 

In information technology project management, Schwalbe (2006) explains that financial 

considerations are often an important aspect of the project selection process. Three primary 

methods for determining the projected financial value of projects: 

 Net present value (NPV) analysis 

 Return on investment (ROI) 

 Payback analysis 

Project Scope Management 

According to Schwalbe (2006), scope refers to all the work involved in creating the products of the 

project and the processes used to create them. A deliverable is a product produced as part of a 

project, such as hardware or software, planning documents, or meeting minutes. Project scope 

management includes the processes involved in defining and controlling what is or is not included 

in a project.  

In KOSP, there is no long term planning. Mostly work on ad hoc basis. They said that scope 

management is very important for an organization but practically they do not follow it.    
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Project Time Management Processes 

Time management is very important for an organization. Without time management it is not 

possible to achieve company’s goal. According to Schwalbe (2006), identifying the specific 

activities that the project team members and stakeholders must perform to produce the project 

deliverables.  

 Activity sequencing: identifying and documenting the relationships between project 

activities. 

 Activity resource estimating: estimating how many resources a project team should use to 

perform project activities. 

 Activity duration estimating: estimating the number of work periods that are needed to 

complete individual activities. 

 Schedule development: analyzing activity sequences, activity resource estimates, and 

activity duration estimates to create the project schedule. 

 Schedule control: controlling and managing changes to the project schedule. 

KOSP does not follow the very richly these activities.  

Cost Management 

According to Schwalbe (2006) cost is a resource sacrificed or foregone to achieve a specific 

objective, or something given up in exchange. Costs are usually measured in monetary units, such 

as dollars. Project cost management includes the processes required to ensure that the project is 

completed within an approved budget. 

 Cost estimating: developing an approximation or estimate of the costs of the resources 

needed to complete a project. 

 Cost budgeting: Allocating the overall cost estimate to individual work items to establish a 

baseline for measuring performance. 

 Cost control: controlling changes to the project budget. 

In KOSP there is no proper method for cost estimation. They just make a rough idea from the 

previous projects. So because of this rough estimation mostly times they were not meet the cost 

budget. And especially cost controlling is most difficult. 
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4.16 Introduce New Technologies 

According to Wagner, (2004) wikis (from wikiwiki, meaning "fast" in Hawaiian) are a promising 

new technology that supports "conversational" knowledge creation and sharing. A Wiki is a 

collaboratively created and iteratively improved set of web pages, together with the software that 

manages the web pages. Because of their unique way of creating and managing knowledge, Wikis 

combine the best elements of earlier conversational knowledge management technologies, while 

avoiding many of their disadvantages. Organizations willing to embrace the "Wiki way" with 

collaborative, conversational knowledge management systems, may enjoy better than linear 

knowledge growth while being able to satisfy ad-hoc, distributed knowledge needs. 

KOSP does not introduce any new technologies. They lack new technological development of 

knowledge management.  
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CHAPTER 5 

5.0 Analysis and Discussions 

In this chapter I am going to analyze the elements of knowledge management towards knowledge 

sharing improvements. Here I will analyze and discuss the current practices of the important factor 

or elements for the implementation of knowledge management in small and medium organization 

and its importance for the company in future to achieve the competitive advantage of others. 

5.1 Knowledge Management and SME 

 According to (OECD 2000, and Welsh et al, 1981), small organizations have not sufficient 

resources to compete in tangible resources such as capital, labor and equipments and physical 

commodities. The intangible assets such as knowledge are invaluable resource and the 

competitiveness is depending on the quality of knowledge which is supported by the values of 

KOSP. The role of knowledge management is increasingly becoming crucial for small business to 

be more conscious to be competitive and achieving advantages at their market. This is supported by 

(Nunes et al., 2006; Pillania, 2008b) stated that large and small firms, require continuous 

generation, sharing and implementation of knowledge in order to achieve and maximize their 

competitiveness and their survival chances in this modern information world. However SMEs 

relatively need more focused approach towards KM as they face severe competition. Saloja et al., 

(2005) described that a more conscious and systematic approach to KM enhance SMEs 

performance and competitive advantage.  

During my finding I found that the KOSP management has the idea but they did not fully aware 

indeed they are practicing knowledge management to somehow. The absence of knowledge 

management in SME can cause the continuous growth and may affect the organization competitive 

advantage. As I analyze from the empirical finding that the implementation of knowledge 

management is at low degree in KOSP that can affect the growth of KOSP. SME should focused 

and need to pay appropriate attention on knowledge management implementation in long term if 

not, loose and wrong strategy can result in wasted efforts, under-utilization of organizational 

resources, the loss of potential gains in performance, and ultimately the missed opportunity for a 

realized and sustainable source of competitive advantage (Hansen et al, 1999)..  

Gurteen (1198) highlighted that knowledge management is the emerging set of organizational 

designed and operational principles and processes, organizational structure that helps knowledge 

workers to use their creativity and ability to deliver organizational business value. The manager 

stresses on the knowledge of employees and its importance in order to enhance the efficiency of the 

work processes in the KOSP. 

The project manager, assistant manager also admitted the importance of the skilled or knowledge 
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workers and the creative thinkers that can bring some difference in the company and he try his best 

to provide good culture in the company that encourages new knowledge creation by motivating 

them to share their ideas with each other. Organization culture is very important in shaping the 

values and belief that hold up creation of knowledge, the positive relationship between a good 

knowledge culture and firms ability to manage knowledge suggested by (Alavi, Kayworth and 

Leinder, 2005). The above cited features such as knowledge workers, and good knowledge culture 

leads to knowledge creation in a company that is alert the importance of the KM in an organization. 

I observed that KOSP has an open environment for sharing knowledge which represented the good 

culture of the organization. 

According to Jashpara (2004), even the organization having the flat culture but still there are 

numerous situation such as Power and Tough guy where the management needs to impose a culture 

that help the organization to create knowledge sharing opportunities. The project manager deeply 

recognizes this fact and promotes this culture amongst the others coworkers. In KOSP have certain 

guidelines to work according to the guidelines. I found and observed during my interviews in 

KOSP, a quit flexible working environment where every employee in the company seemed to work 

under free and comfortable guidelines with a lot of flexibility. 

5.2 Management and Leadership 

My empirical evidence showed that the effective management and leadership are very critical in 

KOSP to develop strategy and provide proper guidance to the employees to enhance their skills and 

knowledge to meat successfully with organizational goals. 

Management and leadership perform main role in influencing the success for knowledge 

management (Horak, 2001, Holsapple and Joshi, 2001 and Ribiere and sitar, 2003). Leaders are 

important in acting as role models to represent the desired behavior for knowledge management. As 

we found that leadership in KOSP is lacking which need proper heed to be paid otherwise the 

lacking of management and leadership effects and slow down the organizational growth. In other 

words it may be very hard for KOSP to survive for a long time in the market. Here the KOSP 

should need good leaders that they should for example exhibit a willingness to share and offer their 

knowledge freely with others in the organization, to continuously learn and to search for new 

knowledge and ideas. It is very important for KOSP to develop their leadership that they model 

their behaviors and action through practical deeds. Furthermore in this situation KOSP should 

define some procedure to deal with complex situation. According to Michell (2001) there is great 

importance of knowledge leadership in organization because no knowledge management initiatives 

will beneficial to the organization without a leader taking responsibility for it. continuing training is 

the method comprising just in time training that ensure employees maintain their job specific 

knowledge and skills and knowledge disseminating programme such as workshop in which 

manager play knowledge management role model like explaining personal experience, stories 

telling etc.  By doing so they can be able to influence other employees to imitate them and increase 

the tendency of employees to participate in knowledge management. The KOSP should focus on 
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other leadership competencies that could be important for the employees. Furthermore add value to 

the overall organizational activities including steering or reviewing the change initiatives or efforts, 

to aware the employees or conveying the importance of knowledge management to the employees, 

maintaining their moral and creating a flexible culture that facilitate knowledge sharing and 

knowledge creation as well. In real sense leaders establish the important conditions for appropriate 

knowledge management (Holsapple and Joshi, 2000). 

In KOSP I found that the management of the company is a bit slow to providing effective 

management. Storey and Barnett (2000) suggest that support from top management should be 

continuous and be delivered in a practical manner. This type of support could then be transferred 

into concrete efforts that would contribute to the success of knowledge management towards the 

improvement of knowledge among the employees of KOSP. 

5.3 Organizational Culture 

As I observed that open and flexible culture prevail in KOSP that facilitate the implementation of 

knowledge management. Organizational culture is another important factor for successful 

knowledge management (Davenport et al., 1998; Pan and Scarbrough, 1998; Martensson, 2000.). 

Organizational culture defines the core beliefs, values, norms and social customs that assemble and 

govern the way individual act and behave in an organization. I found that there is a flexible culture 

but the employees are still holding their knowledge to some extent. The reason behind this is the 

employees in KOSP are expecting incentives in return by sharing their knowledge. This issue may 

cause the knowledge transfer or the flow knowledge in the company that can affect the growth of 

KOSP in long term. Therefore the biggest challenge for most knowledge management efforts 

actually lies in developing such culture that can facilitate knowledge sharing throughout the 

organization. Chase (1997) confirmed from their survey report that culture was the largest obstacle 

faced by organizations in creating a successful knowledge based enterprise.  

Since culture is comprise on many facets. Goh (2002) asserted that a collaborative culture is an 

important condition for knowledge transfer to happen between individuals and groups. This is 

because knowledge transfer requires individuals to come together to interact with each other, 

exchange of ideas and share knowledge with one another. Without a high degree of mutual trust, 

people will be skeptical about the intentions and behaviors of others. Building a relationship of trust 

between individuals and groups will help to facilitate a more proactive and open knowledge sharing 

process. 

KOSP has to foster innovative culture where individuals are encouraged and motivated to generate 

ideas, develop their skills, knowledge and solutions. Therefore employees should also be allowed to 

find existing practices and further to take actions through empowerment (Stonehouse and 

Pembeton, 1999). KOSP should focus to empower their employees that would lead them to explore 

new possibilities and approaches. Here the element of openness is important which exist in KOSP. 

In this way reasonable mistakes and failures are should be tolerated by the senior management 
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because mistakes and failure can be the key sources of learning for the employees. Davenport et al, 

(1998) declared that companies should ensure that their knowledge management initiatives fit into 

the organizational culture, or else the companies should be ready to change it.   

5.4 Information Technology (IT) 

IT is one of the key enablers for implementing knowledge management. Its capability developed 

from simply being fixed records of information to that of connector of a human to information and 

of one human to another. KOSP is practicing IT for communication and for knowledge sharing 

internally and externally as well. By using intranet within the organization and externally they are 

using videos conferencing with their clients. Moreover KOSP recognized that IT may enable 

continues information search, access and retrieval of information, and can support collaboration 

and communication among the organizational employees. In essence IT comes up with variety of 

roles to play to support an organization’s knowledge management processes. 

There are vast collections of information technologies for knowledge management implementation 

that can be applied on KOSP. According to Luan and Serban (2002) the categories of information 

technology are business intelligence, knowledge base, collaboration, document management, 

customer relationship management, workflow, and e-learning. In the knowledge management 

crucial elements include simplicity of technology, simplicity of use, and appropriateness to user’s 

needs. 

5.5 Strategy and Purpose 

Effective and planned strategy is one of the means for driving success knowledge management 

(Liebowitz, 1999). Clear strategy provides the concrete foundation for how an organization can 

deploy its capabilities and resource to achieved organizational goal (O Dell et al, 1999). As I 

analyzed that KOSP striving towards growth and the current strategies which they still practicing 

for their employees to improve their knowledge and skills are not good enough to achieve its 

knowledge management goals. In this situation KOSP may affect its survival in future. KOSP 

should develop a strategy of a compelling and shared vision for pursuing knowledge management. 

Moreover it is very crucial that KOSP should develop an effective strategy for the employees to 

support the vision for pursuing knowledge management. Effective and clear strategy creates 

confidence among the employees. Clear objectives, purposes and goals are needed to be set in 

KOSP that should be understandable by everyone involved.  KOSP need to propose the value of 

knowledge management that has to be laid down in order to create a passion among management 

and employees to accomplish it. Therefore all the above elements and factors need to be carefully 

developed in KOSP before a considerable investment is made to initiate a KM effort.  
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5.6 Measurement 

Measurement acts like a data collection system that gives useful information about a particular 

situation or activity. An initiative like KM will suffer the risk of becoming just another 

management fad, if it is left unmeasured. Sayings like “you cannot manage what you cannot 

measure” and “what is measured is what gets done” certainly hold true for KM (Wong, 2005). It is 

important that traditional hard measures are supplemented by soft, nonfinancial measures in order 

to provide a more holistic approach to measuring KM (Ahmed et al., 1999). Measurement gives 

useful information about a specific situation or activity. In KOSP this important factor is not 

practicing well. As a result it may be very hard for KOSP to manage the activities that has been 

practicing. In other words KOSP management will not be able to know that whether the employees 

are on the right track or not. Therefore measurement is very important for KOSP to manage the 

activities regarding knowledge management  to get aware that which one area need to be improved 

so measurement made them able to take action according to the situation. Here it will better to say 

that one cannot manage until one cannot measure and what is measured it means is what gets done. 

Measuring knowledge management is crucial in order to ensure that it’s made apparent that 

objectives are being achieved Arora (2002). Measurement is also required the value of worthiness 

of a knowledge management initiatives to management and stakeholders. According to the 

participants view the top management does not show keen interest to support and encourage the 

employees towards knowledge management. I found another key aspect of measurement in KOSP 

is to evaluate the impact that knowledge management has on bottom line financial results. However 

it is a very difficult job to for KOSP by linking knowledge management initiatives directly to 

financial results. 

5.7 Organizational Infrastructure 

 Organizational infrastructure is another important factor for implementing knowledge management 

to improve knowledge is the development of organizational infrastructure. My empirical finding 

showed that the organizational infrastructure prevailing at moderate level in KOSP which shows 

that KOSP is establishing roles and groups or teams to perform the activities that lead to improve 

knowledge and skills of the employees. According to (Davenport et al, 1998) that establishing a set 

of roles and teams to perform knowledge related task. During data collection I found that some 

existing systems within KOSP such as human resource management and information technology 

are already working with knowledge issues. They established a group of people with specific and 

formal responsibility for knowledge management.  

In the literature one of the commonly mentioned roles is the chief knowledge officer or equivalent. 

He/she take the leading role to coordinate and management and set appropriate course for 

knowledge management (Earl and Scott (1999), Herschel and Nemati (2000), Davenport and 

Volpel (2001). while large companies may have enough resources to establish a team with multiple 

layer of roles for knowledge management, SMEs will should take a smaller scale approach. 
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5.8 Processes and activities  

 A knowledge management has a deep concerned and refers to something that can be done with 

knowledge in the organization (Johannsen, 2000). Processes can possibly characterize the 

knowledge management discipline are numerous. My empirical finding shows that the processes 

for knowledge creation, storage retrieval, transfer and application were not enough effective in 

KOSP as it could be for the organizational performance and growth. In consequences this situation 

in organization can affect the organizational growth, and the organization cannot be able to survive 

in the market for a long time. KOSP is now very conscious to develop the processes and activities 

to manage knowledge in a better way to deal with these serious problems. A number of activities 

and processes were suggested by different researchers associated with knowledge management for 

instance Alvi and Leidner (2001)   suggest four main processes creation, storage, retrieval, transfer 

and application. This implies that the execution of knowledge management processes concerned to 

create successful knowledge based enterprise. Thus it is very crucial that KOSP has to focused and 

adopt process based view to knowledge management. Furthermore an appropriate interventions and 

mechanisms need to be place in KOSP to ensure that knowledge management is addressed in 

systematic and structure way. In knowledge sharing technology networking tools should be 

supplemented for example with face to face discussions in order to provide a well-organized 

medium for transferring knowledge. In addition KOSP can be incorporated into employees daily 

work activities so that activities become a common practice inside the organization that could be 

the case to improve knowledge of the employees and organization as well. 

5.9 Motivation  

Successful knowledge management needs the development of a grass root desire among the 

employees to valve their intellectual resources (Hauschild et al, 2001). This is very crucial for any 

organization sustain growth through motivation. If the individuals are not properly motivated as a 

result no investment, infrastructure and technological intervention will make it effective. As I found 

in KOSP the motivational activities are practiced by the KOSP management at moderate level. 

KOSP giving incentives to their employees to some extent which is not enough to motivate them 

for sharing and applying their knowledge in order to meet the organizational goals. The level of 

motivation is not enough as I found from my empirical findings which make the employees 

reluctant to share their knowledge. KOSP realizes that the knowledge sharing is very important to 

be competitive they are establishing the right incentives rewards to encourage their employees to 

share and improve their knowledge. Giving incentives to employees helps to stimulate and powered 

the positives behaviors and culture needed for effective knowledge management. Here I came to 

know that employees will be more willing to seek and contribute knowledge. Incentives and 

rewards linking to individual performance or outcome competition take place. Competition creates 

knowledge sharing culture. In addition, an approach to motivate employees is recognizing their 

contributions could also be tied to their annual job performance review. This implies treating KM 

practices as important criteria in an employee’s performance evaluation and assessment system 
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(Trussler, 1998; Buckman, 1998). 

5.10 Resources 

Successful knowledge management implementation is dependent upon resources. This implies that 

financial support is very crucial and obviously investment is required to be made in technology 

system. My empirical finding showed that the information in KOSP is not managed very well that 

would be hard for the company to survive in the market; it can be the worst case for them. KOSP is 

looking forward to have a proper system to manage their information such as client information, 

documentation and information about the tasks that the employees are going to perform. Human 

resources are needed to coordinate and manage the implementation process as well as to improve 

knowledge related roles. I found that KOSP is not very focused to invest in technology because it 

needed financial resources and KOSP not in position to invest now but in future they are very keen 

and strive to allocate resources to have a proper system. Furthermore I found and analyzed that the 

allocation of time is very important to allocate to the employees to share their knowledge by 

providing learning opportunities. According to (Martensson, 2000) time is also a consideration, 

organization have to free time for their employees perform knowledge management activities such 

as knowledge sharing. My empirical findings showed that KOSP is not properly allocating time to 

their employees to providing the learning opportunities to perform their tasks in a better way to 

meet the organizational goals. In a consequent it will be very hard to get competitive advantage of 

others without improving the knowledge and skills of the employees. Here KOSP should be 

focused to provide good leadership, training and education to their employees in order to guide 

them improve their knowledge and skills enabled them to contribute in achieving the organizational 

goals. 

5.11 Training and Education 

Basically organizational member need to be aware of the needs to manage knowledge and 

recognize it as a main resource for the growth of an organization. This issue can be address to if 

proper basic training is provided to the employees. I analyzed from my empirical findings that 

KOSP is not providing enough training and education to their employees. As a result this situation 

is not favorable for KOSP because knowledge and skills are the only source to compete other in the 

market. It will be very hard for KOSP to survive in the market without focusing on the training and 

education of their employees. It also helps to frame a common language and perception of how 

they define and think about knowledge. 

Besides this, employees could be trained and educated in using the knowledge management system 

and other technological tools for managing knowledge. There is no such tool in KOSP to manage 

knowledge which might be helpful to ensure that the employees can utilize the full potential and 

capabilities offered by these tools.  KOSP should focus on employees training to make them able to 

understand their new roles for performing knowledge oriented tasks. I found and analyzed that 

KOSP realized that it is important to equip their employees with the skills to foster creativity, 
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innovation, and knowledge sharing. Horak (2001) suggested that for effective KM, skills 

development should occur in the following areas: communication, soft networking, peer learning, 

team building, collaboration and creative thinking. Likewise, Yahya and Goh (2002) showed that 

training related to creativity, team building, documentation skills and problem solving had a 

positive impact on the overall knowledge management process. 

5.12 Human resource management 

 My empirical finding shows that the recruitment process in KOSP is very slow to respond the 

difficult situation such to recruit new individual. It is very difficult to for a company to ignore the 

human resource management. After all individuals are the main resources for originating 

knowledge. According to Davenport and Volpel (2001) managing knowledge is managing people 

and on the other hand the stated that managing people is managing knowledge. As I found in KOSP 

management have not effective strategy for managing their employees in order to review their job 

to confirm that the employees performing on the right way towards organizational mission. I 

analyzed that without human resource management it should be very difficult to survive in long 

term.  While it is very crucial to knowledge management for many reasons the main focus here is 

on the issues regarding employee’s recruitment, development and retention. 

Effective recruitment of employees is of very importance off course this processes that knowledge 

and competences are brought into the organization. As KOSP recently faced the difficult situation 

when an employee left the company therefore KOSP is looking forward to recruit employee with 

the required knowledge and desired skills to fill knowledge gap of the departed employee. To 

handle with this critical issue KOSP has been strive for to trace out to this issue to retain knowledge 

from being lost. This is where the role of employee retention gains its significance in knowledge 

management, especially for SME sector. In order to retain employees to work for a company, it’s 

very important for KOSP to provide opportunities for them to grow and to improve their vision and 

career. According to Brelade and Harman, (2000) suggested that human resource policies and 

practices need to be designed to allow them to meet their personal aspirations. It implies that 

equally important is to offer an open environment in which employees comfortable and to foster 

job satisfaction among them.   

KOSP is facing problems in human resource management while the HRM is so much important for 

an organization. If they hire the right person at the right time, and at the right place, they can surely 

get so much benefit for their organization and get organizational goals. 

5.13 Employer’s relation with employees 

The Times 100 Publisher explains the employer’s relation with employees as, Employer/employee 

relations refer to the communication that takes place between representatives of employees and 

employers. Much of the employee relations involve employees and employers working together. 

Indeed, part of the aim of the European Union's social policy today is to create a system of shared 

responsibility of employers and employees for working practices, conditions and other areas of 
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working life. This policy of shared responsibility is called co-determination. 

Discussions between employers and employees typically cover the following areas: 

 pay 

 bonuses 

 the work environment 

 disputes 

 work schedules 

 grievances 

 health and safety 

 hours of work 

 Production targets. 

In SMEs it is very important that employers make their relation with employees very polite and 

also think about the above mentioned reasons. If employer has good relation with employees then 

the employees are more loyal and sincere with the organization.      

If KOSP develop the good relation with employees where the environment is very cooperative and 

where each and every employee talks in a very polite way, with each other as well as with 

employers, then the organization will get so many benefits.  

5.14 Communication 

Regional Skills Training Pty Ltd. Explains the communication in the article Workplace 

Communication that Communication is the process of exchanging information and ideas. There are 

many means of communication. To be an effective and valuable member of your workplace it is 

important that you become skilled in all of the different methods of communication that are 

appropriate. This workbook looks at different types of communication and associated technology, 

but before that it is important to understand the communication process.  

The Communication Process 

For communication to occur it must pass from a sender to a receiver. This must occur irrespective 

of the form of communication. 

For communication to be effective it must be understood by the receiver and be able to be 

responded to. This means that total communication involves speaking, reading, listening, and 

reasoning skills. 

As communications pass from the source to the receiver there is plenty of opportunity for its 

original meaning to change or alter. Therefore listening, reasoning and feedback is an important 

part of the process as it is an opportunity for the sender to make sure the receiver has understood 

the message. 
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You were asked to list problems that are occurring related to communication in your workplace. 

Many problems can relate to technical and equipment issues, but did you think about the problems 

that may occur because of individual differences between people. In taking the “people factor” into 

consideration you should:  

 value all individuals and treat them with respect, courtesy and sensitivity 

 recognize cultural differences 

 communicate in a way to develop and maintain positive relationships, mutual trust and 

confidence 

 make efforts to use basic strategies to overcome language barriers  

Remember that the way you communicate has a big impact on your ability to get on with people 

and get the things that you want/need done. Communication, whether verbal, written or visual can 

be expressed in positive (assertive) or negative (aggressive, passive) ways. People need to take 

feedback from how others interpret or perceive how they are communicating. Sometimes we can be 

perceived as aggressive even though it is not intended. It is all about how the other person has 

“heard” your communication. 

In SMEs communication is a very important because without communication it is not possible to 

get competitive advantage. When organizations communicate all required information in best way 

then they achieve the target.  

In KOSP, if people communicate in a best way the organization can achieve its goals and 

competitive advantage.  

5.15 Project Management 

Many organizations today have a new or renewed interest in project management. Computer 

hardware, software, networks, and the use of interdisciplinary and global work teams have radically 

changed the work environment. Better control of financial, physical and human resources can 

 Improved customer relations. 

 Shorter development times. 

 Lower costs. 

 Higher quality and increased reliability. 

 Higher profit margins. 
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 Improved productivity. 

 Better internal coordination. 

 Higher worker morale (less stress). 

“The reasons for the increase in successful projects vary. First, the average cost of a project has 

been more than cut in half. Better tools have been created to monitor and control progress and 

better skilled project managers with better management processes are being used. The fact that 

there are processes is significant in itself.” (*The Standish Group, “CHAOS 2001: A Recipe for 

Success” (2001)). 

5.15.1 Project Management Software 

Enterprise project management software integrates information from multiple projects to show the 

status of active, approved, and future projects across an entire organization. It also provides links to 

more detailed information on each project. Many managers like to see status in color – red, yellow, 

and green. 

If KOSP, develop most efficient software for project management, they can manage their projects 

and their timely and correct status in the right time to avoid from project management difficulties 

and achieve their organizational goals. 

5.15.2 Financial Analysis of Projects 

Financial considerations are often an important aspect of the project selection process. According to 

Schwalbe (2006) three primary methods for determining the projected financial value of projects: 

 Net present value (NPV) analysis 

 Return on investment (ROI) 

 Payback analysis 

Net present value (NPV) analysis is a method of calculating the expected net financial gain or loss 

from a project by discounting all expected future cash inflows and outflows to the present point in 

time. Projects with a positive NPV should be considered if financial value is a key reason. The 

higher the NPV is better. 

Return on investment (ROI) is calculated by subtracting the project costs from the benefits and 

then dividing by the costs. 

   ROI = (total discounted benefits - total discounted costs) / discounted costs 
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The higher the ROI, the better. Many organizations have a required rate of return or minimum 

acceptable rate of return on investment for projects. Internal rate of return (IRR) can by calculated 

by setting the NPV to zero. 

Payback Analysis is another important financial consideration. The payback period is the amount 

of time it will take to recoup, in the form of net cash inflows, the total dollars invested in a project. 

Payback occurs when the cumulative discounted benefits and costs are greater than zero. Many 

organizations want IT projects to have a fairly short payback period. 

5.15.3 Scope Management 

According to Schwalbe (2006) scope refers to all the work involved in creating the products of the 

project and the processes used to create them. A deliverable is a product produced as part of a 

project, such as hardware or software, planning documents, or meeting minutes. Project scope 

management includes the processes involved in defining and controlling what is or is not included 

in a project. Project Scope Management Processes are 

 Scope planning: Deciding how the scope will be defined, verified, and controlled. 

 Scope definition: Reviewing the project charter and preliminary scope statement and 

adding more information as requirements are developed and change requests are approved.  

 Creating the WBS: Subdividing the major project deliverables into smaller, more 

manageable components. 

 Scope verification: Formalizing acceptance of the project scope. 

 Scope control: Controlling changes to project scope. 

5.15.3.1 Scope Planning and the Scope Management Plan 

According to Schwalbe (2006) the scope management plan is a document that includes descriptions 

of how the team will prepare the project scope statement, create the WBS, verify completion of the 

project deliverables, and control requests for changes to the project scope. Key inputs include the 

project charter, preliminary scope statement, and project management plan.  

5.15.3.2 Scope Verification 

It is very difficult to create a good scope statement and WBS for a project. It is even more difficult 

to verify project scope and minimize scope changes. Many IT projects suffer from scope creep and 

poor scope verification.  
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5.15.3.3 Scope Control 

Scope control involves controlling changes to the project scope. Goals of scope control are to: 

 Influence the factors that cause scope changes. 

 Ensure changes are processed according to procedures developed as part of integrated 

change control. 

 Manage changes when they occur. 

Suggestions for Improving User Input 

 Develop a good project selection process and insist that sponsors are from the user 

organization. 

 Place users on the project team in important roles. 

 Hold regular meetings with defined agendas, and have users sign off on key deliverables 

presented at meetings. 

 Deliver something to users and sponsors on a regular basis. 

 Don’t promise to deliver when you know you can’t. 

 Co-locate users with developers. 

Suggestions for Reducing Incomplete and Changing Requirements 

 Develop and follow a requirements management process. 

 Use techniques such as prototyping, use case modeling, and JAD to get more user 

involvement. 

 Put requirements in writing and keep them current. 

 Create a requirements management database for documenting and controlling requirements. 

5.15.4 Time Management Processes 

According to Schwalbe (2006) 

 Activity definition: Identifying the specific activities that the project team members and 

stakeholders must perform to produce the project deliverables.  

 Activity sequencing: Identifying and documenting the relationships between project 
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activities. 

 Activity resource estimating: Estimating how many resources a project team should use to 

perform project activities. 

 Activity duration estimating: Estimating the number of work periods that are needed to 

complete individual activities. 

 Schedule development: Analyzing activity sequences, activity resource estimates, and 

activity duration estimates to create the project schedule. 

 Schedule control: Controlling and managing changes to the project schedule. 

5.15.4 Cost Management 

According to Schwalbe (2006) Cost is a resource sacrificed or foregone to achieve a specific 

objective, or something given up in exchange. Costs are usually measured in monetary units, such 

as dollars. Project cost management includes the processes required to ensure that the project is 

completed within an approved budget. 

 Cost estimating: Developing an approximation or estimate of the costs of the resources 

needed to complete a project. 

 Cost budgeting: Allocating the overall cost estimate to individual work items to establish a 

baseline for measuring performance. 

 Cost control: Controlling changes to the project budget. 

5.15.4.1 Basic Principles of Cost Management 

Schwalbe (2006) explains the basic principles of cost management; most members of an executive 

board have a better understanding and are more interested in financial terms than IT terms, so IT 

project managers must speak their language. 

 Profits are revenues minus expenses. 

 Life cycle costing considers the total cost of ownership, or development plus support costs, 

for a project.  

 Cash flow analysis determines the estimated annual costs and benefits for a project and the 

resulting annual cash flow.  

 Tangible costs or benefits are those costs or benefits that an organization can easily 

measure in dollars.  
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 Intangible costs or benefits are costs or benefits that are difficult to measure in monetary 

terms. 

 Direct costs are costs that can be directly related to producing the products and services of 

the project.  

 Indirect costs are costs that are not directly related to the products or services of the 

project, but are indirectly related to performing the project. 

 Sunk cost is money that has been spent in the past; when deciding what projects to invest in 

or continue, you should not include sunk costs.  

5.15.4.2 Cost Estimating 

 Project managers must take cost estimates seriously if they want to complete projects within 

budget constraints. 

 It’s important to know the types of cost estimates, how to prepare cost estimates, and typical 

problems associated with IT cost estimates. 

 A cost management plan is a document that describes how the organization will manage 

cost variances on the project.  

 A large percentage of total project costs are often labor costs, so project managers must 

develop and track estimates for labor. 

5.15.4.3 Cost Budgeting 

 Cost budgeting involves allocating the project cost estimate to individual work items over 

time. 

 The WBS is a required input for the cost budgeting process because it defines the work 

items. 

 Important goal is to produce a cost baseline: 

 A time-phased budget that project managers use to measure and monitor cost performance.  

5.15.4.4 Cost Control 

Project cost control includes: 

 Monitoring cost performance. 

 Ensuring that only appropriate project changes are included in a revised cost baseline. 
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 Informing project stakeholders of authorized changes to the project that will affect costs. 

 Many organizations around the globe have problems with cost control. 

5.16 Introduce New Technologies 

Wagner (2004) States that wikis (from wikiwiki, meaning "fast" in Hawaiian) are a promising new 

technology that supports "conversational" knowledge creation and sharing. A Wiki is a 

collaboratively created and iteratively improved set of web pages, together with the software that 

manages the web pages. Because of their unique way of creating and managing knowledge, Wikis 

combine the best elements of earlier conversational knowledge management technologies, while 

avoiding many of their disadvantages. Organizations willing to embrace the "Wiki way" with 

collaborative, conversational knowledge management systems, may enjoy better than linear 

knowledge growth while being able to satisfy ad-hoc, distributed knowledge needs. 

If KOSP introduce new technologies of knowledge management, they can improve their 

organization according to the new trends. They can achieve their organizations goals in the most 

efficient way. 
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CHAPTER 6 

6.0 Conclusion 

This chapter will talk about the conclusion that had been found from the empirical finding and 

analysis of this paper. Furthermore, recommendation will be provided about the areas that had been 

discovered that needs to be developed to encourage knowledge management implementation.  

This thesis work, reports the findings from a case study that explore the implementation of critical 

factors for enhancing and improving knowledge management practices in small and medium 

enterprises. It discusses important challenges regarding the improvement of knowledge sharing and 

knowledge management practice in small and medium enterprises that causes the growth and 

survival of a company in the market and ultimately its impact on the SMEs in future. Organizations 

means small and medium enterprises has had to give more attention to improve knowledge and 

knowledge management practices because as compared to big companies they have scares sources 

to achieve the competitive advantage of others. Therefore, KOSP is also in need to be more focused 

on knowledge management and knowledge sharing perspectives. I investigated that KOSP is facing 

the problem of knowledge loss due to unaware management and inexperience employee. 

I concluded that the participants also realized that these factors are very crucial to be considered to 

empower the management. It is not enough to only familiar with these factors but to adopt them for 

knowledge management implementation. For improving the skills and knowledge of KOSP 

employees to provide effective management and leadership, efficient organizational infrastructure, 

training and education, proper motivation, resources, and strong IT assistance that would confirm 

the growth and competitive advantage of KOSP in short and in long term perspectives. 

6.1 Conclusions 

Refer to my first research question that how knowledge management practices can be developed to 

enhance the growth and competitive advantage of SMEs? As I found from my empirical findings 

that in KOSP they are practicing knowledge management less or more, since they are practicing 

knowledge management but they are not aware of it. The reason behind it that infect they need 

knowledge management but did not realize appropriately. I find out that they need some good 

management and leadership who draw their attention to the importance of knowledge management 

by providing resources, training and education, organizational culture. 

Refers to my second, I identified the fifteen crucial factors with help of theoretical frame work. I 

found that these factors are very crucial for SMEs from my empirical findings. Furthermore, I 

found that these crucial or critical factors are very help full for the growth of SMEs. Analysis 

shows that the above mentioned factors are the means that can encourage and influence knowledge 

management (KM) in KOSP to be implemented in order to be competitive. 
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6.2 Recommendations 

I provide some recommendation to be taken in consideration that would be probably help more or 

less for encouraging knowledge management implementation in SMEs and particularly in KOSP.  

6.2.1 Effective Management and Efficient Leadership Need to Be Provided For 

Guiding the Employees towards the Business Growth 

Leadership can play an important role. In order to modeled the practicing values and behavior by 

the employees. As I found that KOSP the current practices towards leadership in not effective to 

provide affective guidance to modeled the behavior properly and make the organization familiar 

and aware of knowledge management KM benefits. Mostly the problem in organization concerned 

with management not with employees. Therefore good leadership is very crucial and organization 

needs to provide it in order to meet properly with organizational goals which can affect their 

business growth in short and in long term as well.  

6.2.2 The Management Needs To Provide Good Organizational Culture That Can 

Encourage the Workers and Improve Their Individual Skills and Knowledge   

Friendly culture can play an important role in organization and an imperative factor for knowledge 

management. as I found in KOSP  the current practice of  organization was good but it’s not 

enough for business growth and competitive advantage but they need to be focused to sustain it for 

creating new ideas, its sharing with others and to practice its practically. Therefore the development 

of friendly culture is very crucial for business growth. It could be achieved by arranging seminars 

to make employees to participate actively, workshops to improve their knowledge and skills, 

recreation activities in order to share the ideas with each other for example. 

6.2.3 Establishing Roles and Teams to Practice Knowledge Improvement Related Task 

The established of roles and teams or groups are very important to set knowledge management 

related task.  As I found in KOSP the current practice is low it means that the groups and teams are 

not performing the related task such as polices and strategy direction is not fulfilling well, ongoing 

management of groups and teams efforts are deficient, the involvement of managers were not 

supportive to encourage the teams and groups to manage individuals performance throughout the 

work to ensure that the approaches is sound, and workable. Consequently KOSP need to develop 

the organizational infrastructure to lead the groups to motivate them for working together by 

sharing ideas to contribute towards business growth. 
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6.2.4 Establishing Process and Activities 

Process and activities should be settled systematically and should be coupled with knowledge 

management KM. as I found the process and activities in KOSP was practiced at low level. 

Therefore it will be hard for them to adopt knowledge management. In other words without proper 

linkage between process and activities and knowledge management so there will be no use of 

knowledge management KM.  

6.2.5 Hiring of knowledgeable individuals get benefit of knowledge management KM 

The hiring of knowledgeable individuals is crucial because who know the importance of sharing 

knowledge which is very important for knowledge management KM implementation. The reason is 

that at the end it is the employees who know to how to get benefits from the implementation of 

knowledge management. 

6.2.6 Providing Motivational Activities Such As Rewards to Encourage Knowledge 

Management Implementation 

 As I found that the reward and motivational activities are lacking in KOSP. It will be very difficult 

for them to implement knowledge management. Therefore they need to provide motivational 

activities like rewards and incentives to encourage knowledge sharing among the employees. 

6.2.7 To Provide Training and Education to Improve the Skill and Knowledge of the 

Employees 

Human resource development is an important element for encouraging knowledge management in 

organizations. As I found that in KOSP was not developed very well as result the employees were 

not able to meet the organizational goals properly. Therefore training and education is required to 

be provided on both level not only to the employees but is required on top level management. 

6.3 Further Research 

My suggestion for future work is to explore different SMEs more deeply from the knowledge 

management perspective. I use qualitative approach in this study. It would be interesting to explore 

the same area with quantitative approach on different SMEs. Drawing quantitative analysis on 

different SMEs with respect to knowledge management implementation can figure out different 

problems and their solutions.  
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Appendix 

 

  

 

Factors With Description and Questions   

Existing 

practice of 

elements 

(1= low & 

5=high) 

Importance of 

elements for 

organization 

(1= low & 

5=high) 

  

 

 

 

 

 

 

 

 

 

 

 

Critical factors 

for knowledge 

management 

implementation 

in SMEs  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

No  1 2 3 4 5 1 2 3 4 5 

1 Knowledge Management:  

As knowledge has been treated 

systematically much like other tangible 

resources and many organizations are 

exploring the field of knowledge 

management (KM) in order to improve 

and sustain their competitiveness. 

What are your perception about 

knowledge management its 

implementation in small and medium 

enterprises and at what level your 

organization practicing it? 

          

2 Management and leadership: 

 Leader play an important role models 

The values and behaviors of the 

organization are modeled by its leader and 

practiced by all employees.  

 (1)What do think is there any effective 

mechanisms are in practice (management 

and leadership support) that facilitates the 

sharing of organizational values and 

behaviors in your company?  

(2) How often you and the senior 

employees communicate with other 

employees? 

           

           

3  Organizational culture:  

Organizational culture is another 

imperative factor for successful KM. 

To what extent organizational culture is 

develop in your company that can support 

high values of knowledge and encourage 
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its creation sharing and its application?  

4 Information technology:  

The implementation and use of IT to 

achieve the organization knowledge 

management objectives. It is indisputable 

that one of the key enablers for 

implementing KM is IT. 

Did your company implement IT that can 

enable continuous search, access and 

retrieval of information? 

          

5 Strategy and purpose:  

Driving the successful KM is to have 

clear and well planned strategy. 

How your company can organize its 

capabilities and resources to meet or 

achieve its knowledge management goals? 

          

6 Measurement:   

Like a data collection system to ensure 

that its envisioned objectives are being 

attained. 

how your company make measure of the 

organization activities to be improved that 

can enables organization to track the 

progress of employees towards the 

organization goals to determine its 

benefits and effectiveness? 

          

7 Infrastructure of organization: 

developing infrastructure is another 

crucial aspect of implementing knowledge 

management that implies establishing a 

set of roles and teams or groups to 

perform knowledge related tasks. 

 What are the existing functions that have 

already dealing with knowledge problems 

or there is any change initiatives are 

established to develop existing position of 

knowledge management? 
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8 Process and activities: there is any 

process practiced in your company that 

can characterized the knowledge 

management discipline which are 

associated with KM such as creation, 

storage or retrieval transfer and 

application for knowledge to deal with.  

          

9 Motivation: effective KM needs the 

enhancement of a basic desire of among 

employees to tap into their company’s 

intellectual capital.  

How did your company motivate you and 

other employees of the organization, is 

there any reward system that encourage 

the contribution of employees? 

          

10 Resources: financial and human 

resources are certainly  required to 

coordinate and manage the 

implementation process and to develop 

knowledge related roles, 

Did there is any planning in your 

company that is in practice to manage 

financial and human resources to develop 

KM activities among the employees, such 

as knowledge sharing.  

          

11 Training and Education: to develop the 

employees skills and knowledge to 

perform their tasks in a better way to 

words the organizational goals. 

 Did your company providing proper 

training and education to improve their 

skill and learn new ideas, creating new 

knowledge to utilize it for the betterment 

of the organization?    

          

12 Human resource management: there is 

any human resource strategy in practice in 

KOSP to deal with difficult situation 

when an employee leaves the company?  

To what degree KOSP provide proper 

development activities to you and other 

employees to produce valuable 
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contribution towards organizational 

goals? 

 Employer’s relation with employees: 

Much of the employee relations involve 

employees and employers working 

together. 

How’s your relation with employs?  

How much meeting between employs and 

employers in a week? 

 

    

 

 

 

 

 

 

 

 

 

       

 Communication: As communication is 

the process of exchanging information 

and ideas. May you share your ideas and 

information? 

           

 Project Management: project 

management is very important to improve 

productivity and reduce cost. How you 

manage your projects? 

 

           

 Introduce New Technologies: As it is 

very important to introduce new 

technologies to compete the business 

competitors. May you introduce new 

technologies in your company? 
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