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ABSTRACT 
There is an urgent need to develop and implement meaningful 
knowledge management processes for capturing tacit knowledge of 
individuals leaving the organizations due to attrition or otherwise. 
Developing, sharing, retaining, and leveraging knowledge are 
integral to knowledge management processes. Leveraging 
knowledge is manifested in learning and thus, knowledge 
management and organizational learning are intricately related. 
Knowledge management processes are often invisible and integral to 
more obvious and significant business processes that are employed to 
deliever products and services. However, the underlying knowledge 
management processes are critical to capture and utilizing them to 
improve effectiveness and efficiency of organizational performance. 
Using literature review findings and two independent research 
studies, knowledge management processes at four levels -
organization process, knowledge flow process, learning/low process, 
and management and leadership process are presented in this paper. 
All these processes must be integrated and employed together. 
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Further, it is important to recognize the dynamic nature of these 
processes to meet changing organizational needs. The paper begins 
with an introduction to underline the necessity and importance of 
formalized KM processes in organizations. Next, review of the 
literature focuses on research studies dealing with knowledge 
management processes in order to be familiar with the current 
understanding of the subject. Finally, recommendations to integrate 
all these knowledge management processes are discussed for better 
organizational performance. 

P A P E R T Y P E : Conceptual Paper 

KEY WORDS: Knowledge Management. Organizational Learning, 
Tacit Knowledge, Knowledge Management Processes 

I N T R O D U C T I O N 
According to the Bureau o f Labor Statistics, by 2010, baby 

boomer (those born between 1946 and 1964) population o f more than 
76 mill ion w i l l hand down their jobs to younger counterparts (Gen 
Xers), who are only 43 million (Kaye & Cohen 2008). I f you 
consider the total number o f baby boomers exiting the workforce in 
the next decade, the gap in numbers is staggering. Needless to say, this 
wi l l affect not only the federal government agencies but private sector 
as well . Additionally, a wealth of knowledge w i l l go out the door i f 
knowledge management processes are not in place to capture their 
tacit knowledge. 

However, such processes are not common in many 
organizations. A recent survey o f 2,046 senior human resources and 
training and development executives indicated that 4% of 
organizations reported having a formal knowledge-transfer process 

TRIM V 5 (2) July- December 2009 220 



Designing Meaningful KM Processes to Improve Organizational Learning Anantatmula 

and another 23% reported having an informal process (Laff, 2008). 
Organizations w i l l miss an important opportunity of not capturing the 
knowledge o f outgoing and retiring employees when knowledge 
management processes are not in place. It is an important problem 
that demands immediate attention and is the focus of this study. 
Bearing in mind that knowledge is a justified true belief (Nonaka 
&Takeuchi 1995), knowledge can be derived from thinking, and it is 
a combination of information, experience and insight. Deriving 
knowledge from information requires human judgment, and is based 
on context and experience. Ironically, knowledge w i l l remain 
dormant, and not very useful, until it is reflected in action (Rad & 
Anantatmula 2005). 

Data and information are seen as inputs to knowledge. Data is 
generally referred to numerical facts collected together. Therefore, 
data are the facts, which are organized to generate information; when 
used by someone to solve a problem, information in rum becomes 
personal knowledge (Ellis, 2003). 

The difference between information and knowledge based on 
how each is obtained presents an interesting perspective; information 
is obtained by deduction and knowledge by induction (Fernandes, 
2000). Agreeing with this perspective, Berztiss (2001) is o f the view 
that uncertainty grows as we progress from data to information to 
knowledge and suggests that there is no uncertainty in data, some 
uncertainty in information, and more uncertainty in knowledge. 
Organizations must consider this aspect while developing knowledge 
management processes. 

As a resource, knowledge increases its value with the use. 
Recognizing this important aspect, we define knowledge 
management ( K M ) as an important strategic initiative to utilize 
information technology and tools, business processes, best practices, 
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and culture to develop and share knowledge within an organization, 
and to connect those who possess knowledge with those who do not. 
Therefore, developing, sharing, and retaining knowledge are part o f 
the K M repertoire. Ultimately, leveraging this knowledge for the 
benefit o f the organization is critical for K M success. Leveraging 
knowledge is often manifested in learning at individual and 
organizational levels. Improv ing exist ing processes and 
implementing new processes often serve as visible evidences 6f 
organizational learning. 

K . M. P R O C E S S 
Process can be defined as a group of systematic related actions 

directed to meet a specified result or end. Process is usually designed 
to improve efficiency while meeting the specified result or end. 
Therefore, processes can be changed and revised as and when needed 
to improve efficiency and effectiveness. 

Organizational business processes are essentially obvious and 
prominent as they are the means to deliver products and services. 
Often, knowledge management processes are integrated with 
business processes to help individual and organizational learning, and 
provide a platform for training new people. However, the underlying 
knowledge management processes are not so obvious. 

A k i n to business processes that are expected to produce 
services and products, knowledge management processes are 
expected to create, share, and deploy knowledge within the 
organization and sometimes, with external partners. As such, 
knowledge management processes in a knowledge enterprise are 
meant to support knowledge creation and flow of knowledge between 
people, among business processes and operations, organizational 
units, and strategic partners external to the organization. One o f the 
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important goals o f a knowledge management process is to convert 
tacit knowledge into organizational explicit knowledge and make it 
available in the right format and context to facilitate learning at 
individual and organizational levels. 

Organizations, in need of capturing knowledge, often resort to 
technology solutions, because they represent tangible and immediate 
solutions, without realizing that K M is a multi-dependent discipline 
integrating business strategy wi th process, organizational 
community and culture, learning expertise and technology (Silver, 
2000). One must remember that technology plays a limited role and it 
is not a panacea for resolving all knowledge management issues. 

K . M . P R O C E S S : S I G N I F I C A N C E 
Knowledge creation and more specifically, knowledge transfer 

can happen only when more than one person is involved. With respect 
to knowledge creation, knowledge management deals with two 
activities: 

* Preserving and using existing knowledge, and 
* Creating new knowledge for effective use 
Existing knowledge includes both tacit and explici t 

knowledge. Creating new knowledge involves a great deal o f formal 
and informal interaction o f people with the processes and among 
people within the organization, which underlines the importance o f 
developing formal and informal knowledge management processes. 
One form of sharing knowledge is documenting the personal 
knowledge in some form or other; it becomes explicit knowledge, an 
intellectual asset that can be shared among people within the 
organization. Obviously, the exchange of information among 
organizational employees is a vital component o f the knowledge 
management process. Technology plays an important supporting role 
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in making this exchange possible, specifically in virtual teams and 
across geographical boundaries (Cabrera & Cabrera, 2002). 
Retention of knowledge is often possible by documenting the existing 
knowledge and updating it and by transforming tacit knowledge into 
explicit knowledge in easily retrievable and organized systems and 
processes by using knowledge management technology tools. 
Knowledge management technology tools arc thus useful in both 
sharing knowledge and retaining it. As a consequence, technology 
tools are integral to knowledge management processes. 
It is obvious that know ledge management implementation is similar 
to implementing a new business process and a new technology. To 
develop it, organizations wi l l have to design processes that foster 
innovative environment for knowledge workers to participate 
actively. Further, in order to encourage the creativity and 
imagination, creative approaches need to be adopted in developing 
them ( L i , Gao & Kameoka, 2004). 

R E V I E W O F L I T E R A T U R E 
One should be cognizant of factors such as fuzziness, 

inconsistency, vagueness, and context dependency over and above 
uncertainty associated with knowledge itself (Bertzsis, 2001) and 
exercise prudence in developing knowledge management processes. 
In addition to knowledge itself presenting challenges in designing a 
knowledge management process, factors integral to the organization 
influence the effectiveness o f knowledge management process. To 
create a successful K M process, knowledge flow need not be lied to 
organization structure and should not be hierarchical. Culture of 
learning, collaborating, and sharing knowledge is critical. Time could 
be a major constraint unless individuals participating in K M realize 
the benefit o f participation. 
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Organizational context factors such as climate, management style, 
structure, and reward system influence knowledge management 
processes (Hsu, 2006). For instance, information systems w i l l help 
reduce the complexity in accessing the information. Likewise, data 
mining and knowledge mapping help organizations classify and 
codify knowledge. Organizational climate elements such as 
structure, culture, and top management support are important for 
effective use o f knowledge. 
Studies show that concepts such as systems engineering, systems 
perspective, and innovation can be employed to develop process 
models. In one o f the early studies examining the importance o f 
knowledge management process, Precce et. al (2001) recommended 
two knowledge engineering processes in order to improve 
knowledge capture and usage. First, knowledge acquisition process 
should capture structured knowledge systematically. Secondly, 
knowledge representation technologies that are far richer than 
conventional databases can be used to store the knowledge, 
preserving important relationships. Knowledge engineering process 
is outlined in five steps: 
> Scope of the knowledge management system using requirement 

analysis 
> Conceptual model (ontology) using the scope, creating a 

glossary of terminology or concepts for the application 
domain and define interrelationships between the terms of 
and constraints on their usage 

> Knowledge base construction using the conceptual model and 
populating the knowledge base with instances of domain 
knowledge often in the form of rules, facts, cases, or constraints 

> Operationalization of the knowledge base using automated 
reasoning mechanisms and validation of competence against 
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the requirements or scope 
> Refinement is necessary due to continuous evolving of system 

as knowledge changes 
From a systems perspective, knowledge process elements consist o f 
input, purpose, method, chaos, output, and feedback (Beck & 
Schornack 2005). Inputs include status and assumptions at 
individual and organization levels. A sense of purpose defines 
intentions and objectives an organization desires to accomplish, both 
internal and external audience to which the knowledge management 
process is designed to address. Method consists o f technical tools for 
internal communication, collaboration, knowledge management, and 
process redesign and human processes including philosophy, 
epistemology, psychology, and culture. Outputs include objective, 
and observable knowledge. 

In the context o f innovation of projects, Tranfield et. al (2002), using 
empirical data, developed K M process model comprising o f eight 
generic routines: search, capture, articulate, contextualize, apply, 
evaluate, support, and re-innovate. 
Bertzsis (2001) suggested that before developing knowledge 
management process, organizations must have a clear understanding 
o f how knowledge w i l l be used, and recommended requirement 
analysis for this purpose. Next step should focus on process 
efficiency to ensure that the knowledge management process adds 
value. Further, Bertzsis (2001) argued that identifying requirements 
wi l l lead us to design and approach to defining the knowledge 
management system wi l l depend on the following: 

> What are the sources of knowledge? 
> Who will use the knowledge and under what conditions? 
> What are the effects of unreliability of knowledge? 

Citing reasons such as finding knowledge amy he difficult and 
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expressing it in a form not easily understood by prospective users, 
Bertzsis (2001) recommended useful case based reasoning 
techniques and an educational component to convince users o f the 
benefits. Bertzsis findings and approach to knowledge management 
processes suggest the importance o f integrating them with business 
processes. 

Evolution o f innovation indicates its transition from 
technology push (1950s and 60s), market pull (1960s and 70s), 
coupling model o f innovation (1970s and 80s) and integrated 
innovation process (1980s and early 90s) to knowledge-driven 
(Huang, 2006). Huang angues that knowledge management plays an 
important role in innovation. Consequently, its processes play a 
significant role in promoting innovation. 

Zack(1999), after capturing practices and the understanding o f 
many organizations, recommended a five-step knowledge 
management process o f acquisition, refinement, storage and 
retrieval, distribution, and presentation. Acquisition can be from 
either internal or external sources. Including only relevant and useful 
knowledge, labeling, indexing, sort ing, abstracting, and 
standardizing the acquired knowledge are integral to the Refinement 
process.Storage and retrieval is an important process to bridge 
creation of repository. Distributing knowledge is a process of making 
the knowledge repository easily accessible. Presentation process is 
involved with developing capabilities and flexible approach to 
arranging, selecting, and integrating knowledge content. 

Citing Weggman's (1997) findings, Van Zolingen, Streumer 
and Stooker (2001 ) suggests that knowledge management should be 
seen as a value chain driven by organization's vision and strategy with 
the value chain consisting o f determining the need, identifying 
available knowledge, developing, applying, and evaluating 
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knowledge. 
Knowledge management maturity model provides a 

comprehensive approach to develop a KM system including K M 
processes. Hung and Cliou (2005) recommend three levels to the 
model: maturity levels. KM processes, and enabling infrastructures. 
Hung and Chou recommended knowledge creation, storage, sharing, 
and application as the important KM process elements, which are 
commonly found in many other studies as well (Alavi & Leidner 
2001; Cold et al 2001, Silver 2000, Han & Zhong 2006). 

fable 1 Knowledge Management Process 

A mi wlctlge Processes Dimensiuns 

Creat ion - Socialization 
- r .xtenialization 

- Combina t ion 

- Internal izat ion 

Organization - Storage 

- Retrieval 

- Maintenance 
- Protection 

Transfer - A c q u i s i t i o n 

- Diffusion 
- Abso i ption 

A p p l i c a t i o n - Integration 

- Leverage 

Source Han and Zhou}-, 2006 

Table 1 represents knowledge management processes that are 
commonly found in the literature. As can be seen in Table 1, research 
studies have used the Takeuchi and Nonaka (1995) model o f that 
uses s o c i a l i z a t i o n , ex terna l i z a t i o n , c o m b i n a t i o n , and 
internationalization. These processes can be integrated with business 
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processes to get better results. Further, integration o f creation, 
organization, transfer, and application is essential in every 
knowledge management process. 

Supporting the idea o f capturing knowledge in a business 
process, Mou, Zhang and Cao (2004). using their research findings 
suggest that context-based K M proved to be effective. Process-
oriented K M strategy is the desired way to implement knowledge 
management as it offers several benefits (Maier & Remus 2001). 
First and foremost, knowledge that contributes to value creating 
activities can successfully be linked to the business process and 
knowledge is more targeted. Further, process-oriented knowledge 
strategy results in developing context-relevant knowledge for 
process that can be put to use routinely. Together, these two benefits 
would logically lead to improvements in managing knowledge. 
Process related knowledge improves operational efficiency. 

I N T E G R A T I N G O U T C O M E S W I T H T H E K M P R O C E S S 
The measurement is crucial to understanding o f how 

knowledge management systems should be developed and 
implemented (Jennex & Olfman, 2004). Jennex and Olfman cite 
another research study (Turban and Aronson, 2001) to support their 
notion. They argue that measurement is helpful: (I) to provide a basis 

for valuation; (2) to stimulate management's focus on what is 
important; and (3) to justify investments. Therefore, one must keep 
these factors in mind while designing knowledge management 
processes. 

Measures can also assist in evaluating the initial investment 
decisions and to develop benchmarks for future comparison 
(Kankanhalli and Tan, 2004). Further, the measurement o f 
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knowledge management wi l l be helpful to: a) identify knowledge 
management content and knowledge management process; b) direct 
and assess all the activities in knowledge management, which are 
implemented by enterprises; and c) provide valuable references for 
further empirical studies (Han & Zhong, 2006). 

Using research study that examined the relation between 
knowledge management processes as defined by Nonaka, and 
knowledge management effectiveness, Becerra-Fenrandez and 
Sabherwal (2001) concluded that managers should try to understand 
the characteristics o f their tasks, and then, based on task domain and 
orientation, identify and develop the knowledge management 
processes that are most appropriate. 

Our research has shown that knowledge management leads to 
improved communication, and enhanced collaboration. Further, 
enhanced collaboration leverages employee skills in the context o f 
dec i s ion-making rn influence p r o d u c t i v i t y and qua l i ty 
(Anantatmuia. 2005). Knowledge management processes, 
therefore, should be designed to improve decision-making and 
productivity internally, and customer satisfaction externally. Further, 
better decision-making is closely associated with innovation and 
must incorporate in the design and development o f knowledge 
management processes. 

D E S I G N O F K N O W L E D G E M A N A G E M E N T P R O C E S S 
Literature review findings presented different perspectives and 

processes o f knowledge management. However, certain common 
themes emerge from the discussion in the previous section. Many 
research studies commented on the importance o f integrating 
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knowledge management processes with business processes. The 
literature review has revealed that creation, storage, sharing, and 
application are common to many knowledge management process 
models. 

It is common knowledge that business processes are outcomes 
of knowledge creation and processes are where knowledge is 
developed, stored, shared with all those who need, utilized, and 
created again for future use. These processes form the core of 
knowledge in organizations and contain majority o f the 
organizational explicit knowledge. Consequently, process-oriented 
K M strategy is expected to offer several benefits. 

Knowledge flow takes place at different levels and in different 
forms using different media. Therefore, an approach that knowledge 
management process can be developed at d ; ff a rent levels with 
different purposes is desirable. In the following section, knowledge 
management processes are developed based on how knowledge is 
organized, how knowledge flows, how it is managed, and finally, 
how learning takes place. 

> Knowledge Management Process Organization Level 
Integrating the literature review findings, knowledge 

management process is developed based on how knowledge is 
organized and managed in organizations (Figure 1). 

As shown in the figure 1, knowledge management process has 
four sub-processes namely, I) knowledge acquisition and creation, 2) 
knowledge organization, 3) knowledge storage, retrieval and 
transfer, and 4) knowledge presentation and application. The first 
sub-process o f knowledge acquisition focuses on acquiring existing 
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knowledge within the organization and creating new knowledge. 
Figure 1 K M Process Organization Model 

Knowledge 
acquisition and 

creation 

Knowled?? 
Organı-

1 Knowledge 
transfer 

Knowledge 
presentation and 

application 

â m i n e » strategy 
P r o « s i scope 

Requirement tWlysJs 
Assumptions 

Purpose 

.j 

Knowledge 
integration, leverage 

and learning 

People Processes Technology tools 

Creation o f knowledge follows the tacit-explicit-tacit knowledge 
process outlined by Nonaka and Takeuchi (1995). The second sub-
process o f knowledge organization consists o f codification o f 
relevant and useful knowledge, labeling, indexing, sorting, 
abstracting, and standardizing the acquired knowledge storage for 
easy retrieval and use. The key aspect of third sub-processknowlcdge 
transferis to make knowledge available and accessible to everyone in 
the organization in the right context, right format, and right content 
for use. The fourth sub-process o f knowledge presentation and 
application deals with arranging the know ledge content in the desired 
format for oasy integration and application. People, processes, and 
technology tools influence and in turn, are influenced by all the four 
sub-processes. 

While developing this process at organization level, 
knowledge engineering processes recommended by Preece et. al 
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(2001) can be used, which are outlined as follows: 
P Define scope of KM using requirement analysis 
> Create a glossary of terminology or concepts 
> Populate the knowledge base in the farm of rules, facts, cases, 

or constraints 
> Operationalize using automated reasoning mechanisms 
> Refine as and when necessary 

Likewise, while identifying the requirements, it is preferable to 
follow the approach suggested by Bertzsis (2001 ): 
> What are the sources of knowledge? 
> Who will use the knowledge and under what conditions ? 
> What are the effects of unreliability of knowledge? 

As can be seen in the figure 1, business strategy and the scope 
of the knowledge management process determine set boundaries for 
all the four sub-processes. Business or organization strategy should 
influence the purpose o f the process. Requirement analysis is an 
outcome of the knowledge needs and is bound by the process scope. 
Ultimately, the knowledge management process outlined in the 
figure should facilitate leveraging the knowledge to improve 
decision-making and produenvity internally, and customer 
satisfaction externally. 

> Knowledge Management Process Knowledge flow Level 
Using internal success factors o f knowledge management as 

outlined by Silver (2000). one can define the functional success o f 
knowledge management process shown in the figure X when: 
> Everyone in the organization knows where to find the 
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Nowledge 
> Individuals can use the know ledge in the right context 
> Ail knowledge is available, accessible, and anytime 

independent of user's location 
> All knowledge is relevant, current, and directed 

However, is it adequate to make right knowledge available, 
accessible in the desired format, content, and context? Such 
knowledge management processes and the resultant knowledge must 
translate to knowledge management outcomes such as improved 
communication, and enhanced collaboration; together they lead to 
improving employee skills thereby leading to higher productivity and 
better decision making (Anantatmula 2005). Figure 2 illustrates the 
knowledge flow among people when desired outcomes o f improved 
communication, enhanced collaboration, and improved employee 
skills are accomplished. 

Improved communication Enhanced collaboration 

among people 
within/across processes 
wtthin/across functions 

within/across units 

Improved employee skills 

at task level 
at process level 
at function level 

at organuation level 

SotuxeinanHitntula 2005 
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Research findings have shown that knowledge management, when 
implemented effectively, would lead to improved communication, 
and enhanced collaboration among the employees. This 
communication and collaboration should take place at various levels 
to improve employee skills (Anantatmula 2005). 
Information exchange, one o f the goals o f K M process, promotes 
collective knowledge, an important competitive advantage. For this 
to happen, organizations make people aware o f the impact that their 
engagement in information exchanges can have on the performance 
of others. Another intervention is to foster cooperation by enhancing 
employees' sense of group identity and personal responsibility 
(Cabrera & Cabrera 2002). 

Figure 2 proposes information exchange among people within and 
across business processes, within and across functional departments 
and divisions to facilitate knowledge sharing and learning from each 
other. Further, this process wi l l facilitate measurement o f knowledge 
sharing among people, within and across processes, within and 
across functions and divisional units and improved employee skills at 
task, process, function, and organization levels. 
To implement both the knowledge management processes (Figures 1 
and 2) successfully, it is necessary to deploy right technology tools. 
The importance o f technology in sharing and retaining knowledge 
was discussed earlier. From the perspective technology tools, 
knowledge management systems are broadly categorized into the 
following (Maier & Remus 2001): 

> - Knowledge management repositories (database management 
systems) 

> Knowledge discovery and map/wig (text mining techniques) 
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> Knowledge transfer (electronic yellow pages) 

> Meta search systems 
> Collaboration (expert modeling and decision making) 
> Visualization and navigation systems (between knowledge 

elements and holders of knowledge) 
Business entities can adopt some or all of these technology 

tools depending on the scope of the process as defined in the 
organization model (Figure 1). Organizations must recognize that 
availability o f technology and tools alone w i l l not produce desired 
results. Rather, they should be used in the context of knowledge 
management processes that are tailor-made to fulfi l l the needs o f the 
organization. Often, organizations build knowledge management 
processes around technology tools that are in place but the right 
approach should be to define the knowledge management processes 
first as suggested in the process model outlined in figure 1. 

Ultimately, leveraging knowledge becomes a reality when the 
new knowledge is translated into action. For instance, an improved 
employee skill is considered an important outcome of K M as shown 
in figure 2. In reality, improved employee skills is an outcome of 
employee learning, which underlines the intricate relation between 
knowledge management outcomes and learning at individual and 
organizational levels. Our next knowledge management process w i l l 
focus on this issue. 
> Knowledge Management Process Learning Level 

The underlying concept o f knowledge creation and leverage is 
learning. A well-defined knowledge management process, which 
focuses on learning is necessary for acquiring existing knowledge 
and creating new knowledge and promote learning at individual and 
organizational levels. 

Individual learning leads to organizational learning and is 
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characterized by thinking, personal experience, needs and motives, 
interests and values, level of difficulty o f the task at hand, and 
manifestation o f behavioral changes (Figure 3). Conversely, 
collective thinking and creation o f shared frame of reference 
characterize organizational learning and it is defined as a process by 
which the organization's knowledge and value-base is changed, thus 
leading to improved problem-solving, which in turn leads to 
increased capacity for action (Probst & Buchel, 1997). 

Individual learning is largely associated with tacit knowledge 
whereas organizational learning is reflected as explicit knowledge. 
Employees tend to develop optimum processes while performing 
tasks within the rules o f the organization. Subsequently, 
organizations gain knowledge by documenting these processes, and 
by using these documents as reference material for sharing it within 
the organization. Through replicating these processes, organizations 
acquire additional knowledge, which becomes independent o f 
individuals who developed the original processes. This cycle o f 
learning continues to promote learning at individual and 
organizational levels. 

Figure 3 K . M Process Learning model 

Individual Learning 

Changes rn individual 
behavior through 
thinking, personal 

experience, needs and 
motives, trial and error, 

and reflection 

Bridge 

Communication 
Transparency 
Intégration 

Transformation 

Organiiaiional Learning 

Changes in collective 
knowledge, value base, 
and behavior through 
collective reflection, 

which reflects through 
improved decision 

making 

Source Probst t£ Büchel 1997 
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It is o f critical importance that organizations promote 

effective communication, openness, and transparency to integrate 

learning associated with individuals with the explicit knowledge of 

the organization. Openness and transparency in communication 

would result in establishing trust and non-threatening work 

environment for sharing knowledge. Trust and non-threatening work 

environment encourages people to wil l ingly collaborate with each 

other using both the formal and informal structures. 

Value o f collaborative work and informal network in 

organization is well recognized. Various empirical studies in the last 

four decades have demonstrated that social ties are o f crucial 

importance, not only for the generation o f ideas, but also for a large 

number o f knowledge-related activities (Fliaster & Spiess 2008). 

Specifically, social ties in organizations can help to identify or 

reformulate problems, validate ideas and a course o f action, offer 

critical perspective, discover opportunities, and allow problems to be 

better divided up through the division o f labor (Fliaster & Spiess 
2008). The learning model shown in the figure 3 must be employed 

with due recognition to and integration o f social and informal 

networks within the organization. 

> Knowledge Management Process Leadership and 
Management Levels 

In the previous section, the importance o f gaining trust o f 

employees to facilitate knowledge transfer between individuals and 

the organization was discussed. Creating conducive work climate o f 

openness, transparency, and establishing trust are some of the 

responsibilities o f the K M leadership (Figure 4). 
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Leadership is responsible for creating a learning environment 

that is conducive for employee development and effective 

communication. Employee development in terms of improving their 

skills in business processes is considered an important outcome of 

knowledge management. 

Effective knowledge management processes are in place for a 
good learning environment thereby encouraging continuous 
transformation of individual knowledge to organizational knowledge 
and vice versa. Further, to promote individual learning, an 
employee's performance should be linked to business goals. Finally, a 
learning environment should challenge employees to perform better 
due to tougher standards set by the management. Needless to say, top 
management support is required to establish learning environment 
and knowledge sharing culture. It is important to recognize that 
people are motivated by challenges and opportunities to further their 
career goals. 

Once employees know you have their best interests in mind, 
they can be a wealth o f creativity, talent, and motivation (Kaye & 
Cohen 2008). As such, people are always interested in accomplishing 
personal and professional goals and managers must understand the 
personal aspirations of employees and link them to organizational 
goals. Leadership plays an important role in motivating and guiding 
people to grow as professionals and accomplishing organizational 
goals at the same time. 
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Figure 4 K . M Process Leadership and Management Model 
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The underlying concepts for improving critical process skills are 
collaboration and sharing best practices among all the employees. 
Nonaka and Takeuchi's (1995) notions of internalization and 
externalization underline the importance o f both collaboration and 
sharing practices. Internalization processes help convert explicit 
knowledge into tacit knowledge. Externalization processes involve 
the expression o f tacit knowledge and its translation into 
comprehensible forms that others can understand. Effective 
collaboration symbolizes internalization. From time to time such 
collaborations result in commonly accepted practices. Such practices 
exemplify the formation of tacit knowledge. Sharing o f preferred 
practices is an example o f externalization. The recipient o f such 
knowledge has to understand how and which o f the preferred 
practices can add value in their context. Therefore, a preferred 
practice, which is often explicit knowledge in the domain it emanated 
from, often becomes tacit knowledge when someone attempts to use 
it in his or her context. 

Knowledge management leadership is responsible for creating a 
good learning environment that promotes employee development 
and deploys right technology tools to improve communication with 
an aim to align individual goals with the organizational goals o f 
quality services and products. 

C O N C L U S I O N 
Knowledge management results in gaining new knowledge. As a 

consequence, it is often associated with change, which habitually 
faces resistance. This resistance is manifested in reluctance to modify 
actions at individual level, and adjusting working culture at the 
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organization level. From this perspective, leadership assumes 
importance and is a determinant o f success as it provides vision and 
ability to cope with change. 

The challenge faced by knowledg. management professionals is how 
to leverage knowledge. From a management perspective, it is 
important to utilize knowledge management processes to improve 
communication and collaboration for enhancing employee skills 
with a focus on improving productivity. From a leadership 
perspective, it is critical to make knowledge management 
investments that are aimed to bring changes in work culture such as 
innovation, transparency, and openness both at individual and 
organizational levels in order to meet customer needs. One aim to' 
confront and resolve these challenges is by suggesting the defined 
knowledge management processes that meet both internal and 
external goals. These processes work together at different levels and 
no single process is adequate to meet the challenges organizations 
face today. Further, these processes imply that it is critical to keep 
them dynamic and responsive to changing needs of knowledge in the 
organization. 
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