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Knowledge Management - the collection and processing of disparate
knowledge in order to affect mutual performance.

ABSTRACT

The application of a knowledge management strategy does not take place
in a vacuum. Successfully meeting objectives of a knowledge management
strategy may depend not only on the efficacy of the strategy itself or of the
team that is responsible for its implementation, but also on the environment
into which it is being introduced. Research carried out with an application
service provider (ASP) indicates that existing informal communication
networks will continue to operate independently of any formal strategy
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introduced. The significance of informal knowledge sharing activity may
be initsincompatibility, or possible conflict, with any formal structures
that are introduced. The success of any formally instigated knowledge
management strategy might therefore depend on an under standing of the
existence and nature of already active informal knowledge sharing
structures. It isimportant for management to recognise the existence of
such informal networks and to understand how they might affect the
success of any formally introduced knowledge management strategy. In
this paper the existence and reasons for informal networks and their
subsequent effectson formal knowl edge management policy areexamined.

| ntroduction

In1998 an application serviceprovider (ASP), with theassi stance of amajor
international consultancy company acting asitsimplementation partner, had
coordinated thesi multaneousimplementation of SAPR/3 acrossfivegovern-
ment agencies. Threeyearslater, thisASP, likeseveral other organizations
followingthespate of Enterprise Systems(ES) implementationsprior tothe
turn of the century, wasfacing itsfirst major upgrade. The ASP General
Manager (GM) appreciated theneed torecall thelessonsand practicesfrom
theseinitial projectsastheextent and cost of thesemgjor upgradeswerelikely
to match or exceed those of the initial implementation. The GM had long
recogni sed theimportanceof knowledge capture, access, sharingandre-use,
bothfor the current upgrade processand for futureupgrades, and university
researchershad already been engaged with the ASPinanumber of research
projectsintheareaof knowledgemanagement withinan ESenvironment (Chan
& Rosemann, 2000; Chang, Gable, Smythe & Timbrell, 2000; Timbrell &
Gable, 2001).

Knowledgeof theforthcoming upgradeandtheawarenessof anewly published
paper, “ Theory of Knowledge Reuse: Typesof K nowledge Reuse Situations
and Factorsin Reuse Success’ (Markus, 2001) provided an opportunity totest
thevalidity of thepaper’ stypology of knowledgereuseandto concurrently
provideresearch datathat might assist the A SPin providing conditionsunder
which successful knowledge reuse was likely to occur. An original study
conducted by Timbrell & Jewels(2002) tested Markus' stheory by matching
theexpected and actual responsesto aset of predetermined questionslinked
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