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Knowledge has been identified as the key issue to gaining competitive
advantage in any business. A successful company is onethat can create new
knowledge, disseminate it through its organization, and embody: it in.its
productsand services. All thisis possible by careful planning-and building a
culturefor creating and sharing knowledge. In this chapter, a research model
for KM is suggested. The various components of KM are described in detail
S0 as to explain the process of, KM. Then, using the research model as a
reference, two case studies, one of Buckman'’s laboratories and the other of
the Nippon Steel - British-Seel alliance, are analyzed to study the process of
KM.

INTRODUCTION

Intoday’svolatileglobal businessenvironment, characterized by fiercecom-
petition, increasing interorgani zationa cooperation, andaliances, knowledgeman-
agement isnot only challenging but also necessary. Knowledge management can
beviewed asaproactive approach that hel p organizationsgain and sustain com-
petitive advantages (Porter, 1998; Havens & Knapp, 1999). Increasingly, com-
paniesview knowledge management ascritical to the successof businesses. The
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reality isthat lack of knowledge management could result in dow product devel-
opment and poor customer servicesand can be detrimental to companiesinthe
near future (Havens & Knapp, 1999).

The practice of knowledge management has been around just aslong-as
businesseshave been around. However, the“conscious’ redlization of it hasheen
arecent event. Intoday’s market economy knowledgeisbecoming moreand
more*fragmented” and“ redundant” (Zack, 1999) as moere and more knowledge
iscreated. Ontheother hand, organizationsarebecoming moreand moredistrib-
uted and dynamic. Consequently;, comparing KM inany traditional business
environment, knowl edge management today has become more complex and re-
quiresgreater-effort.

Then, what isnew in knowledge management? Apart from largevolumesof
knowledge, the use of information technology (IT) in managing knowledge has
given KM anew dimension. It isimportant that the use of technology and the
“social processof technology use” are harmonized (DeSanctis&-Poole, 1994).
Implemented properly with appropriate strategies, I T can helpto.carry out and
maximizethe benefit of many of themanagementinitiatives, including knowledge
management.

Therefore, it can befairly sadthat knowledge management isnot atechnol -
ogy; however, technology isfundamenta to the knowledge management process.
Knowledge Management (KM) isdefined as* aprocessthat drivesinnovation by
capitaizingonorganizationa intellect and experience’ (Daffy, 1999). KM isin-
tended to promote and support the creation of new knowledge, thus contributing
toinnovation, an essentia ingredient in businesssuccess. KM aso:

» Capitdizeson both explicit and tacit knowledge;
Supports bus ness objectives and revenuegeneration,;
Stresseshumaninteraction asthefocal point;
Capitaizesonlessonslearned.

In addition to adhering to these principles, it isimportant to emphasi ze the
rel ationship between sources of knowledge and knowledge and to ensure that
partici pants (knowledge managers, consumersand contributors) are ableto con-
tribute and take advantage of the KM process.

There are anumber of technical and businessissues that need to be
consdered beforeinitiating the KM process. Someof thetechnica i ssuesimpor-
tant for the success of the KM process are providing assistance in setting up
electronicdelivery strategiesfor information, identifying information sourcesand
services, re-architecting decision support tools, supplying dataand/or document
mining tools, and dealing with thewhaoleinformationlifecycle(i.e., avoid having
irrelevant knowledge). Some of the businessissuesrevolve around promoting a
knowledge-centered environment in organizations, understanding informetionflows,
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