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ABSTRACT

Thepreservationofknowledgeisauniversalrequirementforeveryorganisationthatstrivestogain
acompetitiveadvantage.Knowledgemanagementsystemsareamodernbusinessenableranddriver
ofsuccess.Furthermore,theimplementationofknowledgemanagementsystemsisacomprehensive
processwhichintegratespeople,businessprocesses,thebusinessuniverse,technology,andcustomers.
However, some evidence suggests that organisations are investing a multiplicity of resources in
implementingknowledgemanagementsystemswithlittlesuccess.Therefore,theaimofthisstudyisto
identifyandunderstandthetypesofframeworksavailableforimplementingknowledgemanagement
systemsandpresentacomprehensiveimplementationframeworkincludingtherelevantcriticalsuccess
factorsandmeasurementtoolsthatorganisationsmayuseforimplementingknowledgemanagement
systemprojects.Thesuccessfulimplementationofknowledgemanagementsystemslieintheadoption
ofasuitablestrategyandwell-definedframework.
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INTRodUCTIoN

Theworldisinthemidstoftransformingthroughtheproductionofproductsandservicesenabled
bythedigitalisationprocess:thefourthindustrialrevolution(Hermann,Pentek,&Otto,2016).The
fourthindustrialrevolution,alsoknownasIndustry4.0,referstotheuseofdisruptivetechnologies,
suchas;robotics,virtualreality,artificialintelligenceandInternetofThings(IoT)(Hermannetal.,
2016;Xu,David,&Kim,2018).Thereisseverecompetitionbetweenorganisationsandimmense
pressureonsaidorganisationstodeliverhigh-qualityproductsandservices.Organisationsthatembrace
knowledgemanagementsystemscanmeetmostofthesebusinessrequirementsspeedily,efficiently
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andwithminimumeffort,aswellasincreasetheirsubsidiesandprofitmarginthroughimproved
serviceandproductdelivery(Chen,2013;Milton&Lambe,2016).Tomaintainacompetitiveedge,
organisationsmustsatisfycustomers’requirementsbyproducinghigh-qualityserviceswhichare
expeditedbyembracingaKnowledgeManagementSystem(KMS)(Al-Shammari,2008;Pawlowski
&Bick,2012).

AKMS isa setofdefinedbusinessprocesses,proceduresandactivitiesused to implement
knowledgemanagementprinciples(Lech,2014;Milton&Lambe,2016).Theultimateobjectiveof
adoptingaKMSistoenabletheorganisationtomakequick,informeddecisions,reuseinstitutional
andindividualexperiencetosolveknownproblems,andstimulateinnovation(Chen,2013;Hermann
etal.,2016).Inaddition,itcouldenableorganisationstoretaintacitknowledge,maintainproper
contentgovernanceandauthentication,increasefocusonoutcomes,enforcebestpracticesandwork
smarterthroughknowledgerefinement(Chen,2013;Hermannetal.,2016).

However,currentstudiesshowthatKMSimplementationcouldbeproblematicacrossallsectors
andmultiplereasonsarecitedforthislackofKMSdelivery(Botha,Botha,&Herselman,2014;
Coleman,2014;Smuts,VanDerMerwe,Loock,&Kotzé,2009).Someofthecauseshighlighted
includetheabsenceofdefinedbusinessprocessesandunclearrolesandresponsibilities.Furthermore,
theimplementationofaKMSiscostly,itrequiresdedicatedhumanresources,adeepunderstanding
ofthesubjectdomainandtheabilitytopresentknowledgeinthemostidealformat(Lenz,Peleg,&
Reichert,2012;Nonaka,1994).ThesuccessfulimplementationofKMSliesintheunderstanding
andadoptionofacomprehensiveandrelevantframework(Maier,2005;Smutsetal.,2009;Wiig,
1994).TheKMSimplementationframeworkmustalwaysprovidetheabilitytomeasureitssuccess,
thatis,identifyingthedifferencethatKMSbringstotheorganisation(Jennex,Smolnik,&Croasdell,
2008;Milton&Lambe,2016).

Therefore, the objective of this paper is to explore KMS implementation frameworks and
identifying theelements thatwillguideorganisationswhen implementingaKMS.The research
question that this study aims to address is: What aspects of knowledge management will guide 
organisations to implement KMSs successfully?Thepurposeofsaidguidelinesarethattheyenable
organisationstoidentifythenatureoftheirKMSprojectandalignittothemostrelevantframework.
Thepaperpresentsthecriticalsuccessfactorsalignedtotheidentifiedframeworkaspects.Byapplying
theguidelinesofthemostapplicableframework,organisationssavetime,costsandtheeffortofhaving
toinvestigateandchooseanidealKMSimplementationframework.Adoptionoftherelevant,fit-for-
purposeframeworkincreasesthechancesoftheKMSprojectsucceedingasguidelineskeeptheteams
focused,aligntoimplementationplansandstrategies,andavoidknownimplementationproblems.

Thepaper is structuredas follows:next tobediscussed is thebackground, followedby the
researchmethodologyused,andadiscussionofthefindings.Thecontributionofthestudyisthen
presentedwhereaftertworeal-worldcasesaremappedtotheframeworkaspectssuggestedbythis
paper.Finally,thepaperisconcluded.

BACKGRoUNd

RecentstudiesconductedonKMSimplementationascertainthatmostorganisationsfinditchallenging
(Chen,2013;ElMorr&Subercaze,2010).Theabsenceofdefinedprocesses,procedures,rolesand
accountabilityisthemainreasonwhyKMSprojectsfail(Lech,2014;Milton&Lambe,2016).This
findingisreiteratedbyMiltonandLambe(2016)whostatethatwithoutaccountabilityajobortask
isnotallocatedtoanyone.Withoutclearprocessesnooneknowshowitshouldbedone,without
thecorrecttechnologythereisalossofstructureanddiscipline,andwithnogovernance,noone
seesthevalueoftakingpart.Inaddition,ifpracticalguidelinesandframeworksexist,therewould
beincreasedadoptionofknowledgemanagement(KM)practices(Ali&Avdic,2015;Pawlowski&
Bick,2012;Smuts,Kotzé,VanderMerwe,&Loock,2017),andtherewouldbemoreorganisational
resourcesdevotedtoKMSprojects.
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