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ABSTRACT

In today’s competitive global economy, characterized by shorter product
lifecycles, increased employee turnover and ubiquitous information
technol ogies, an organi zation’ sability to manage knowledge may betheonly
remaining sour ce of competitive advantage (Drucker, 1995, 1999; Kogut &
Zander, 1992; Nonaka, 1994; Winter, 1987). Even though a number of
resear cher shaveoutlined theimportanceof adopting knowl edge management
(KM) practices and many organizations have given lip service to the term,
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there is still some ambiguity concerning what KM actually is (Malhotra,
2000b), and little attention has been paid to factor s that enabl e effective KM
to occur (Nonaka & Takeuchi, 1995). This research uses technical and
human-centric approaches combined with Holsapple and Joshi’s (1998,
2001) Kentucky I nitiativetoinvestigate KM withinaninfor mationtechnol ogy
(IT) department. Based on our case study, modifications to Holsapple and
Joshi’s architecture of a KM episode, a model of execution of knowledge
mani pulation activities and a model outlining factors enabling effective KM
are proposed.

INTRODUCTION

Intoday’ scompetitiveglobal economy, characterized by shorter product
lifecycles, increased empl oyeeturnover and ubiquitousinformationtechnol ogies,
anorganization’ sability tomanageknowledgemay betheonly remainingsourceof
competitiveadvantage(Drucker, 1995, 1999; Kogut & Zander, 1992; Nonaka,
1994; Winter, 1987). Eventhoughanumber of researchers(Drucker, 1995, 1999;
Grover & Davenport, 2001; Kogut & Zander, 1992; Nonaka, 1994; Winter,
1987) haveoutlinedtheimportanceof adopting knowledgemanagement (KM)
practicesand many organizationshavegivenlipservicetotheterm, thereisstill some
ambiguity concerningwhat KM actually is(Malhotra, 2000b), andlittleattention
hasbeen paidtofactorsthat enableeffective KM tooccur (Nonaka& Takeuchi,
1995). Someresearchersand practitionersholdaninformation processing view of
KM, seeing KM as a computer system that helps an organization manage
knowledge; otherstakeahuman-centricview seeing KM asprimarily asocial
process. Thepurposeof thisresearch projectistoexplorehow KM actually occurs
withinasmall information technology (1T) department. A by-product of this
investigationisidentificationof somefactorsthat enableeffectiveKM withinthel T
department (Tablel) andamodel of theexecution of knowledgemanipulation
activitieswithinthel T department (Figure?2).

Thisproject ssemmed fromdiscuss onsbetweenindustry representativeson
TexasA&M University’ sCenter for theM anagement of | nformation Systems
(CMIS) advisory board andresearchers. CenteringontheKM “buzz,” discussion
soonturnedto debateasinformati on processing viewsand human-centricviewsof
KM clashed. Theinformation processingview, whichhasbeen popularinthetrade
pressandwidely implementedin practice(Davenport, Delong & Beers, 1998;
Hansen, Nohria& Tierney, 1999; Malhotra, 2000c), seesK M asarchivingexplicit
knowledgeof individual sintechnol ogy-based repositories(A pplegate, Cash &
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