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ChapterV

We’ve Got a Job to
Do —Eventually:

A Study of Knowledge Management
Fatigue Syndrome

Richard L. Wagoner
The University of Arizona, USA

Abstract

The implementation of knowledge management systems at universities
can be tremendously costly in terms of both human and capital resources.
One reason for this cost is the extended time period, generally measured
in years, not months, over which they are implemented. This qualitative
study presents data on the implementation of one such project at a
Research I university in the southwestern United States. The analysis
focuses on the concept of knowledge management fatigue syndrome and
the increase of technological bloat and academic technocracy as a result

of the project.
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Introduction

Unforeseen costs and consequences of knowledge management projects at
universities frequently are cited in the press. For example, the California State
University system began a $400 million overhaul of its administrative informa-
tionsystemin 1998. By 2003, there were many questions about the appropri-
ateness and efficiency of the system, and it was clear that it has caused
numerous unintended consequences to numerous administrative functions from
accounting to student advising (Olsen, 2003). Similarly, anunforeseen problem
withamanagement software upgrade at the University of Florida led to a delay
inthe processing of paychecks of more than 400 hundred graduate teaching
assistants for nearly amonth (Carnevale, 2004). These are just two examples
ofthe problems universities face when implementing knowledge management
systems. Given such problems, one wonders why a university would choose to
implementthese large-scale “enterprise” systems and what that process entails.
This study illuminates one such implementation demonstrating knowledge
management fatigue syndrome (Hakken, 2003). Further, the case study shows
how knowledge management implementation can lead to technological bloat
and academic technocracy (see Chapter [V).

This chapter is concerned with how such along term project has affected the
units of the university that have been directly involved in the first rounds of
implementation, how users have responded to the system, and how the overall
structure of units have changed. I will explore these questions by presenting
data from e-mails, informal interviews and participant observation in one of the
units that have been directly involved with the first round of the system’s
implementation. Before presenting data, I will discuss the conceptual frame-
work that guided my inquiry.

Conceptual Framework

Many organizations, including universities, in the 1990s chose to use knowl-
edge management systems to improve the efficiency and service quality of their
operations. As indicated in Chapter IV, these intended gains in efficiency and
quality have remained elusive at best. Why, then, have organizations continued
to pursue such goals? The concept of an academic technocracy presented is

Copyright © 2006, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of Idea Group Inc. is prohibited.



11 more pages are available in the full version of this document,
which may be purchased using the "Add to Cart" button on the
publisher's webpage: www.igi-global.com/chapter/got-job-
eventually/24969

Related Content

The Problems and Support Services in Web-Based Distance Education: Expectations
in Support Services

Fahriye Altnay Aksal, Zehra Altnay Gazi, Ayhan Sar, Muhammet Berigeland Bulent Girsel
Emirolu (2016). Handbook of Research on Engaging Digital Natives in Higher Education Settings
(pp. 362-373).
www.irma-international.org/chapter/the-problems-and-support-services-in-web-based-distance-
education/148547

Boundless Writing: Applying a Transactional Approach to Design of a Thesis Course in
Higher Education

Jimmy Jaldemark (2012). Informed Design of Educational Technologies in Higher Education:
Enhanced Learning and Teaching (pp. 135-151).
www.irma-international.org/chapter/boundless-writing-applying-transactional-approach/58384

Pre-Service Teachers’ Perspectives and Practices in Utilizing Ubiquitous Technologies
for Academic-Oriented Learning and Knowledge Management

Anna Liza Daunertand Christian Harteis (2014). E-Learning 2.0 Technologies and Web
Applications in Higher Education (pp. 254-272).
www.irma-international.org/chapter/pre-service-teachers-perspectives-and-practices-in-utilizing-ubiquitous-

technologies-for-academic-oriented-learning-and-knowledge-management/92391

Penn State's World Campus®©: A Mainstreaming Virtual Campus Initiative

James H. Ryanand Gary E. Miller (2000). Case Studies on Information Technology in Higher
Education: Implications for Policy and Practice (pp. 20-33).
www.irma-international.org/chapter/penn-state-world-campus/6339

@Twitter is Always Wondering what's Happening: Learning with and through Social

Networks in Higher Education
Narelle Lemon (2013). Social Media in Higher Education: Teaching in Web 2.0 (pp. 237-261).

www.irma-international.org/chapter/twitter-always-wondering-happening/75356



http://www.igi-global.com/chapter/got-job-eventually/24969
http://www.igi-global.com/chapter/got-job-eventually/24969
http://www.irma-international.org/chapter/the-problems-and-support-services-in-web-based-distance-education/148547
http://www.irma-international.org/chapter/the-problems-and-support-services-in-web-based-distance-education/148547
http://www.irma-international.org/chapter/boundless-writing-applying-transactional-approach/58384
http://www.irma-international.org/chapter/pre-service-teachers-perspectives-and-practices-in-utilizing-ubiquitous-technologies-for-academic-oriented-learning-and-knowledge-management/92391
http://www.irma-international.org/chapter/pre-service-teachers-perspectives-and-practices-in-utilizing-ubiquitous-technologies-for-academic-oriented-learning-and-knowledge-management/92391
http://www.irma-international.org/chapter/penn-state-world-campus/6339
http://www.irma-international.org/chapter/twitter-always-wondering-happening/75356

