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Abstract
This literature review focuses on the best practices for implementing a knowledge

management system in a small to medium sized enterprise. The literature helps to illustrate
common challenges businesses face when implementing a knowledge management system.
Fifteen sources are reviewed and divided into three main categories: (a) challenges in
implementing knowledge management systems, (b) best practices and key success factors in
implementing knowledge management systems, and (c) knowledge management in small and
medium sized organizations.

Keywords: knowledge management, IT knowledge management implementation,
IT knowledge management implementation reports, IT knowledge management implementation
plans, knowledge management key success factors, knowledge management implementation
projects, knowledge management implementation best practices, and knowledge management

implementation processes.
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Introduction to the Annotated Bibliography
Problem

Dalota and Grigore (2010) state that shifts towards a knowledge-driven economy play a
significant role in maintaining economic growth, as well as enhancing various skill levels,
throughout various industries. Organizations that want to keep up with technology innovations
and shifts in economic cycles need to find innovative ways in which to increase the overall
knowledge of their staff, as well as documenting and retaining the cumulative collection of
knowledge already possessed. With the ever-changing structures of businesses and technology,
the traditional source of organizational competitiveness has altered from tangible and physical
resources to knowledge (Dalota & Grigore, 2010). “A company's innovativeness depends on
whether it possesses or wants to develop three resources: human resources able to grasp and
manage knowledge, effective organizational structures which support individual and group work,
and technology” (Nowacki & Bachnick, 2016, p. 1578).

New business structures, harsh competition, changes in customer preferences and means
of interacting, and varying reliability in technology have made companies evaluate the processes
by which they manage tasks in their organizations, including knowledge management (Nowacki
& Bachnik, 2016). One means of both increasing the knowledge of staff and providing for the
retention and sharing of collective knowledge is through the implementation of a knowledge
management system and associated processes (Dalota & Grigore, 2010).

Oliveira et al. (2012) define knowledge management as a compilation of processes that
govern the leveraging, creation and dissemination of knowledge. Scovetta and Ellis (2015)
identify the objectives of implementing a knowledge management system as the ability to utilize

tangible and intangible assets to increase value and enhance competitive edge and business
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value. The organizational decision to implement an extensive knowledge management system is
influenced by a variety of factors including upper management buy-in and support, current staff
communication procedures, process tracking documentation and management, organizational
culture, and technology requirements (Oliveira, Caldeira & Ramao, 2012). Sedighi and Zand
(2012) convey that while different expert opinions exist of the drivers moving organizations
towards the establishment of secure knowledge management systems, determining the best
practices and processes for creating, securing, and maintaining a knowledge management system
to increase IT efficiency and retain knowledge is becoming more of a necessity than a benefit in
maintaining a competitive advantage in any industry.

Many organizations have experienced challenges with the implementation of successful
knowledge management systems and associated processes (Chan & Chao, 2008). According to
Chan and Chao (2008), common issues experienced when trying to implement knowledge
management systems are challenges in capturing the full quantity of knowledge generated by an
organization, inadequate storage for the knowledge that is captured, inadequate time allocated to
process all of the information, and insufficient staff to manage the project. Ulrich Remus (2012)
states that without the use of professional knowledge management practices, it is difficult to gain
adequate knowledge retention. Remus (2012) breaks knowledge management challenges into
two different characteristics: insufficient collection of processes used in the past and legacy
knowledge, and difficulties with the knowledge management integration and training processes
that provide users with the ability to fully realize the benefits of the new knowledge management
processes and systems.

Small and medium sized enterprises (SMEs) of approximately 200 employees or less

(Chan & Chao, 2008) are particularly prone to challenges with the implementation of knowledge
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management. SMEs typically have flat organizational structures and organic, free-floating
management styles that encourage innovation and entrepreneurship (Edvardsson & Durst, 2015).
It is not uncommon in free-floating management style environments for one person to be
responsible for all of the processes of business planning and decision-making (Edvardsson &
Durst, 2015). As a result of this central decision-making structure, those who wield this position
are typically responsible for recognizing the benefits related to knowledge management that
support the firms’ operations (Edvardsson & Durst, 2015). SMEs experience challenges in
successfully implementing knowledge management systems when they try to retain and leverage
their organizations’ knowledge (Hussain, Xiaoyu, Si, Wang, & Ahmed, 2011). These challenges
include difficulties in securing top management support, developing a clear knowledge
management vision, securing the necessary technical infrastructure, fostering a knowledge
management culture, and providing a knowledge management linkage to business objectives in
order to produce the best practices for these projects (Hussain et al., 2011).
Purpose Statement

The purpose of this annotated bibliography is to present literature on the best practices
and processes needed to effectively implement a knowledge management system for a small to
medium sized company’s Information Technology (IT) department. Literature is provided that
explores the challenges associated with implementing a knowledge management system. In
addition, sources are provided that describe best practices and key success factors in
implementing knowledge management systems. Finally, sources are provided to inform the topic
of knowledge management in small and medium sized companies, including particular
challenges and differences in the implementation and use of knowledge management systems

dictated by the nature of SMEs.
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Research Question

What are the best practices to effectively implement a knowledge management system in
a small to medium sized company?

Audience

The information in this study is targeted for the president of WHA Insurance, Craig
Feola, as well as the director of operations, Linda Cole. Scovetta and Ellis (2015) suggest that in
order to create or maintain a certain level of proficiency in a knowledge management system, an
organization’s leadership team must fully support the project to gain buy-in from the remainder
of the company. Porter, Lorsch, and Nohria (2014) note that for small companies, any major
change to operations must have proper approval from key executives; in the case of WHA, these
executives are the president and director of operations. For purchases exceeding a threshold
amount of $10,000, the other two WHA owners also need to provide approval. If the project is
approved, all members of the IT department will be able to utilize this study to aid in the
implementation. After the initial implementation of the knowledge management system, other
department managers who plan to implement knowledge management will also benefit from the
study.

This research will also prove useful to any IT manager of a small or medium sized
organization that is contemplating the implementation of a knowledge management system, as
the study provides information on best practices and procedures for planning purposes. In
addition, implementation teams for these organizations will also benefit from information on best
practices in maintaining process knowledge from previously researched projects. Finally, leaders
who are charged with providing policies regarding the cataloging and referencing of information

and data that will be stored in a knowledge management system will benefit.
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Search Report
Search strategy. Knowledge management is a very wide-ranging topic, so in order to

find material that is useful for the purposes of this research, the topic is narrowed to the best
practices and processes for the implementation of a viable knowledge management system. The
initial search conducted through the UO Libraries uses “Knowledge Management
Implementation” as the keyword search, producing 6,898 results. The results produced from the
UO Libraries are located in various databases; the most useful for this study are:

e Google Scholar;

e Science Direct;

e Computer Source Database;

e Site Seer;

e ArXiv.org;

e Academic Search Premier;

e JSTOR;

e Mergent Online;

e ProQuest;

e Ebscohost; and

e Gale Group (Academic OneFile).

Keywords. Keyword compilations that are used throughout the databases include:
¢ knowledge management;
e IT knowledge management implementation;
e |IT knowledge management implementation reports;

e IT knowledge management implementation plans;


http:ArXiv.org
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¢ knowledge management key success factors;
e knowledge management implementation projects;
e knowledge management implementation best practices; and

e knowledge management implementation processes.

Reference evaluation criteria. Each reference is evaluated using criteria established in
the Evaluating Information Sources site (Center for Public Issues, 2014) to determine its
applicability for this study. The Center for Public Issues (2014) provides five characteristics to
use when evaluating a source; these characteristics are (a) authority, (b) timeliness, (c) quality,
(d) relevancy, and (e) bias. An authoritative reference is one written by a documented
professional in his or her field or one that has been peer reviewed. With the ever-changing trends
in technology, all articles must have been published within the past ten years to meet the criteria
set forth to be timely for the topic of knowledge management systems. The source is then
evaluated for quality including clear structure and consistency in the author’s writing and proper
punctuation, grammar, and spelling. A source is determined to be relevant when it addresses the
research topic of determining the best practices and procedures for the implementation of a
knowledge management system in a small and medium enterprise. Finally, the articles are
evaluated to determine whether the author avoids personal or professional bias, uses sources that
consider various perspectives, and uses credible sources to cite his or her work. Some bias,
which should be avoided, can be present in articles trying to sway the readers to purchase some
form of product or service.

Documentation approach. References for this document are collected and documented
through Microsoft Word and Excel. The database used for each search is entered into Excel,

followed by a secondary category of the keywords used to produce results. For each document
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collected for evaluation, the title and reference link or digital object identifier (doi) is inserted.
Once an article is determined to contain enough relevant information, the article information,
including the American Psychological Association (APA) citation and abstract are documented
in Microsoft Word. To avoid the loss of information, the two files are saved on two computers,

as well as an external hard drive.
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Annotated Bibliography
The Annotated Bibliography is comprised of 15 references that address the information
that can aid in answering the research question of: What are the best practices to effectively
implement a knowledge management system for a small to medium sized company’s IT
department? The references are placed in one of three categories based on the information they
contain: (a) challenges in implementing knowledge management systems, (b) best practices and
key success factors in implementing knowledge management systems, and (c) knowledge
management in small and medium sized organizations. The annotations are comprised of: (a)
APA bibliographic citation; (b) complete abstract; and (c) a summary of the content, including
the relevance to the research problem.
Challenges in Implementing KM Systems
Barratt-Pugh, L., Kennett, P., & Bahn, S. (2013). Managing knowledge: The critical role of
culture and ownership as mediator of systems. International Journal of Knowledge
Management, 9(2), 20-37. doi:10.4018/jkm.2013040102
Abstract. For organizations, an environment of continuous change positions knowledge
as the source of key competitive advantage and simultaneously mediates change to more
fluid structures. More flexible structures challenge the traditions of knowledge flowing
through hierarchical and formal chains of command. The emerging more fluid and
knowledge based organizational structures present new challenges for developing,
retaining and disseminating organizational knowledge. An area of highly contested
debate involves the harmony and integration of Knowledge Management Systems (KMS)
and changing organizational cultures. The paper explores KMS and cultural interface

through an analysis of three mature organizational cases, identifying the key barriers that
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appear to prevent the effective use of KMS. The study constructs a framework for
exploring cultural integration issues. The study confirms the primacy of culture in
shaping integration and the imperative of resourcing learning and development
programmes. The findings indicate that the critical issues organizations should explore
are the legitimacy of authoring, the transparency of filtering and attribution, and the
awareness of cultural dissonance. For practitioners the study provides a framework for
exploring employee participation relationships, while academically the study confirms
how existing cultural relations will shape KMS relations and how the exploration of
existing cultural exchange practices should be equally weighted with practices to build
employee capability. Generating ownership may be the key to success.

Summary. The authors in this article use a variety of different methods to determine
some of the challenges that restrict effective knowledge management systems in order to
identify what actions should be taken to create the best utilization of the KMS. Their
methods include a literature review, pilot study, and in-office observation of current
knowledge management systems at work. The pilot study focuses on three main
categories of study: (a) culture, (b) individual perceptions, and (c) structure. The field
study in the offices was broken down into three categories: (a) how the existing culture of
the organization affects the system, (b) how the perceptions of individuals mediate
engagement with the system, and finally (c) how the structure of the organization impacts
the system. A majority of the information from the in-office interviews highlighted lack
of training and development to be a major setback in the successful utilization of the
knowledge management system. The authors found that the main driving force in the

implementation of a knowledge management system is the incorporation of staff
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involvement. Project managers and upper management need to focus some of their efforts
on maintaining staff training and developing knowledge management practices.

This source is helpful in illustrating some of the challenges that are present when
creating guidelines for managing the cultural and staffing issues that may be present in an
organization that can negatively impact the successful implementation of knowledge
management systems. This source also provides justification for a structured knowledge
management training schedule to reduce potential issues such as a failure of participants
to fully adapt to the move to a knowledge management system.

Nowacki, R., & Bachnik, K. (2016). Innovations within knowledge management. Journal of

Business Research, 1477-1581. doi:10.1016/].jbusres.2015.10.020

Abstract. The research aims at studying the scope of innovative knowledge management.
It uses the concept of eight processes of knowledge management and identifies three
broad categories of knowledge management innovations in an organizational context. It
tries to verify outcomes of these innovative efforts. The research considers four aspects of
organizational effectiveness: enterprise competitiveness, revenues, buyers' satisfaction,
and business partners' satisfaction. The analysis covers small, medium, and large
companies in Poland. The main conclusion is that studied enterprises are little innovative
in the area of knowledge management.

Summary. Nowacki and Bachnik report on innovative knowledge management. They
note how companies possess or need to develop three resources in order to enable
innovative knowledge management: human resources able to grasp and manage
knowledge; effective organizational structures that support individual and group work;

and technology, which includes information systems, intranets, and web portals.
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The research study consisted of 608 randomly selected companies that
represented multiple categories of industry (manufacturers, service providers, trading
companies, micro, small, medium, and large enterprises). The research team conducted
one-on-one interviews with management. Of the results, only 23% of the companies
currently pursue knowledge management practices, and 11% intend to start working on
an implementation. The study concluded that a company needs to do more than embrace
knowledge management to reap the benefits; the company needs to be unique and
creative to produce superior results.

The information from the statistical data presented in this article provides strong
justification for the need for knowledge management systems. The results show a
correlation between business productivity and success and the proper implementation of a
knowledge management system.

Remus, U. (2012). Exploring the dynamics behind knowledge management challenges—An
enterprise resource planning case study. Information Systems Management, 29(3), 188-
200. doi: 10.1080/10580530.2012.687309
Abstract. The conductor of this case study uses causal mapping to show that external
changes to an enterprise resource planning project can trigger a chain reaction, resulting
in weak performance of key knowledge management activities such as knowledge
capture, sharing, and integration. Management decisions responding to these changes
may lead to knowledge dilemmas that can trigger unwanted dynamic behavior, finally
causing project drift. This research extends existing knowledge on knowledge
management challenges by emphasizing the need to reveal the dynamics behind how

knowledge management challenges unfold over time.
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Summary. The author’s focus on the challenges in knowledge management
implementation and their impact on enterprise resource planning (ERP) implementations
utilizes a literature review to determine numerous challenges which can be present in
knowledge management implementation activities. Remus cites multiple authors in
naming the activities (Alavi&Leidner, 2001; Bhatt, 2000; Davenport, Jarvenpaa, &
Beers, 1996; Nissen, Kamel, & Sengupta, 2000; O’Dell & Grayson, 1997; Ruggles, 1997;
Tuomi, 1999; Wiig, 1986); the activities include: (a) creation or generation; (b)
acquisition or adoption; (c) identification or capture; (d) collection; (e) evaluation; (f)
conversion; (g) organization, (h) linking and embedding; (i) formalization; (j) storage; (k)
refinement or development; (1) distribution, diffusion, transfer or sharing; (m)
presentation or formatting; (n) application, deploying or exploiting; (o) review, revision
or evolution; and (p) archiving, deletion or forgetting of knowledge. Remus then sought
to determine how and why challenges to KM activities occur in ERP implementation
projects, breaking the study out into two stages: identifying the main challenges of KM
activities and then adapting a causal mapping methodology to further explore
consequences and interactions. Using qualitative methods to collect and analyze data, he
conducted seven in-depth face-to-face interviews, as well as reviewing published and
internal documentation, such as process documentation, requests for proposals (RFPs)
and protocols.

Key findings from the study include the identification of knowledge integration
and training and insufficient capture of process and legacy knowledge from the past as
substantial challenges in successful knowledge management during the implementation

of an ERP system. The authors also found that the added pressure of implementing an
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ERP system can cause several other challenges, such as knowledge loss. The amount of
work required by key project team members on the ERP projects meant that these
resources were not available to complete core KM activities.

Though the information in the article does specifically target the challenges that
can arise in knowledge management activities with the implementation of an ERP
project, the findings can play a useful role in highlighting conflicts for a knowledge
management implementation. This source is also useful in showing the challenges in
implementing a large and complex project. The increased workload can cause a chain
reaction that could delay training, lose project momentum, or reduce the support from the
staff.

The focus from this source is to implement safeguards to maintain training
throughout the implementation process for a complex project such as an ERP
implementation, as well as collecting any process knowledge from all individuals
working on the implementation, including internal staff and consultants. Investigating
and documenting legacy projects and knowledge and systems from the past are crucial
activities in these complex system implementations, as is developing a schedule with
project time estimates that includes a sufficient window of opportunity to gather and
document all of the important knowledge.

Best Practices and Key Success Factors in Implementing KM Systems

Anantatmula,V., & Kanungo,S., (2010) Modeling enablers for successful KM implementation,
Journal of Knowledge Management, 14(1), pp.100 — 113
Abstract. Knowledge is recognized as a critical resource to gain and sustain competitive

advantage in business. While many organizations are employing knowledge management
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(KM) initiatives, research studies suggest that it is difficult to establish return on
investment of such efforts; however, desired results can be obtained through successful
implementation. In this research study, using literature review, we identified a set of
enablers and barriers of successful KM implementation. Using this set of factors, we
developed a questionnaire by applying Interpretive Structural Modeling (ISM)
methodology to determine underlying relations among these factors and develop
strategies for successful implementation of KM initiatives. Contributions from this
research effort should also support organizations in making decisions about improving
organizational performance using KM initiatives, and understanding the directional
relations among KM factors. Because of the number of participants in our study,
applicability of our research results may have certain limitations. To address this
inadequacy, as a future research effort, we intend to increase the number of respondents
and participant organizations.

Summary. The authors utilize a literature review to design a questionnaire to help in
declaring enablers and barriers for successful knowledge management (KM)
implementations. They created their questionnaire by applying the ISM (interpretive
structure modeling) methodology. Through their literature review, Anantatmula and
Kanungo were able to establish 14 key factors to determine likely success of a KM
project; these factors are (a) leadership, (b) top management support, (c) culture, (d)
strategic focus, (e) budgetary support, (f) communication, (g) formalization, (h)
collaboration, (i) content quality, (j) KM processes, (k) top management involvement, (I)
technology infrastructure, (m) measurement of results, and (n) formalization. Their

results show that the main driving factors in building a successful KM effort are top
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management involvement, KM leadership, and the culture of the organization. The
inclusion of top management support will help in the efforts to gain support and active
participation, as well as ensure that the project will stay on task that all needed
departments get involved.

This source is useful for this research study because it provides both best practices
and key success factors for successful knowledge management systems. In particular, the
article notes that organizations that exercise strong leadership and involve top executives
in these implementation projects can positively influence the successful outcomes of the
projects.

Jayasingam, S., Ansari, M. A., & Jantan, M. (2010). Influencing knowledge workers: The Power
of Top Management. Industrial Management + Data Systems, 110 (1), 134. Retrieved

from: http://www.kmice.cms.net.my/ProcKMICe/KMICe2008/Pdf/172-177-CR101.pdf

Abstract. Leadership is known as the major factor that can influence and motivate
knowledge workers to contribute and participate actively in creating, sharing and using
knowledge effectively. A survey of 180 Multimedia Supercorridor (MSC) status firms
was conducted to identify what leadership characteristics (in the form of social power)
are needed in a knowledge-based firm. The results showed that knowledge leaders should
embrace personal power and avoid information power. Position power must be exercised
with caution because it not only encourages knowledge sharing but also impedes
knowledge acquisition. Careful use of power can successfully influence k-workers to

apply knowledge management practices (KMP).

Summary. This literature review and questionnaire-based article focuses on the effects of

leadership characteristics on the proper implementation of a knowledge management
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system. The survey was distributed to 180 Multimedia Supercorridor (MSC) firms. The
choice to use MSC firms was based on two main factors: the concentration of knowledge
workers and the inclusion of knowledge-intensive industry sectors. The survey identifies
three leadership power types that influence knowledge management implementation
success: position power - PO (referent power, coercive power, legitimate power),
personal power - PE (expert, connection, and reward power), and information power — IP
(the accuracy and availability of information that other people need and do not own
themselves). The knowledge management practices are broken up into five categories:

e Knowledge acquisition (KA);

e Knowledge acquisition through hiring (KAH);

e Knowledge exchange (KE);

e Knowledge circulation (KC); and

e Knowledge utilization (KU).

The authors then used a multiple regression analysis to successfully test their
hypothesis that leadership does play a vital role in the implementation of knowledge
management practices, and the influence leaders have over the participation of
knowledge workers in using a knowledge management system. The results indicate that
the personal power of leaders is the most effective in influencing knowledge workers.

This source is useful for this research study in showing how the involvement of
leaders in knowledge management implementations can play a crucial part in getting

knowledge workers to embrace the implementation and resulting system and processes.
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Lakshman, C. (2009). Organizational knowledge leadership: An empirical examination of KM
by top executive leaders. Leadership and Organization Development Journal, 30(4), 338-
364. doi:10.1108/01437730910961676
Abstract. Purpose — Knowledge management as a key top executive function has not
been sufficiently explored in the leadership literature. This study seeks to examine the
role of top executives in knowledge management by first building theoretical hypotheses
and subsequently testing them. Hypotheses are developed through the integration of the
knowledge management and leadership literatures and tested using CEO interviews
published in Harvard Business Review. Design/methodology/approach — Using the
method of structured content analysis developed by Jauch et al., this study uses these
HBR interviews and develops questionnaire instruments through which data are collected
from respondents in a structured fashion. This innovative method involves the
distribution of these published interviews with top executives of organizations (such as
CEOs) to multiple groups of respondents, who then carefully read the interviews and
responded to the structured questions developed for the purpose of assessing the relevant
constructs in the study. Such structured content analysis allows for both the assessment of
inter-rater reliability and testing the theoretical relationships identified in the theory-
building stage. Findings — The major hypotheses, relating cause-effect beliefs held by the
CEOs and their knowledge management practices to performance measures and
leadership perceptions, were supported. Research limitations/implications — The CEOs
included in the study were not randomly chosen but chosen from a set of interviews
(acquired) from a published source. The use of acquired interviews may also be the

reason for not finding stronger relationships across the variables being examined here.
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Practical implications — The paper has studied the importance of information acquisition,
information use, and more generally information and knowledge management as key
leader functions or behaviors. Overall, the findings and the framework used here point to
the importance of the role of leaders (top executives) in information and knowledge
management. Originality/value — This is a seminal investigation of knowledge leadership
by top executives. Such work has not existed in the literature to date, except in the
qualitative mode.
Summary. Lakshman used a literature review and an innovative content analysis to
analyze 37 published interviews from company CEOs and other top executives that had
been published in the Harvard Business Review. Based upon these interviews, the author
developed and distributed questionnaires to CEOs and other top leaders to determine their
role in successful knowledge management initiatives. The author assessed the cause and
effect beliefs held by the CEOs, the nature and degree of knowledge management
activities they established, the nature and degree of customer-focused knowledge
management activities established by the CEOs, and leadership perception ratings. He
then used regression analyses to determine the impacts from three independent variables
identified in the study. They were regressed on the average return on equity, return on
assets, earnings per share, return on sales, and leadership perceptions. The results of this
study and literature review indicate that information and knowledge management play a
significant role in leadership. The study found strong correlation between variables in
leadership perception and the importance organizational performance.

The information in this study will increase the credible documentation supporting

the need for upper management support in knowledge management implementations, but



IMPLEMENTATION OF A KM SYSTEM 25

also shows the overall value that knowledge management adds to the ability to effectively
leader as well. Favorable perceptions of leadership can also be effective in acquiring
resources for knowledge management projects and getting the commitment and
acceptance for key decisions.

Lindner, F., & Wald, A. (2010). Success factors of knowledge management in temporary
organizations. International Journal of Project Management, 29(7), 877-888. Retrieved

from: http://www.sciencedirect.com/science/article/pii/S0263786310001328

Abstract. The prevalence of temporary forms of cooperation and project-based work is
increasing. Likewise, the knowledge-intensity of work contents is growing. However, the
unique and temporary nature of projects and programs does not support knowledge
transfer from, between, and within projects.

This research aims at spotting success factors of knowledge management in
temporary organizations. Based on a cross-industry sample with 414 organizations, we
apply the partial least square (PLS) method to test the influence of cultural,
organizational, structural, and process-related factors on knowledge management
effectiveness.

Besides IT-support and formal elements of the organization, it is cultural factors
that strongly influence knowledge management success. In temporary organizations they
compensate for the lack of organizational routines and organizational memory. Our
results contribute to a more differentiated understanding of knowledge management in

project environments.
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Summary. The information collected in this study focuses on project-based company
knowledge management. The authors conclude that several factors affect the success or
failure of knowledge management projects, which include:
e Culture, including knowledge culture, management commitment, project culture,
mistake tolerance, and informal networking;
e Information and communication technology (ICT), including communication
devices, services, and applications;
e The use of a project management methodology that encompasses the five phases
or processes of project management (define, plan, launch, manage, and close)
e Organization, including the existence of defined standards and quality

requirements.

Lindner and Wald determined that a strong knowledge culture was the most
important enabler in a knowledge management implementation. Organizational culture is
particularly important in the early phases of the knowledge management implementation,
whereas in later phases the established culture allows for better interpersonal
communication throughout the projects.

In addition to the literature review, the authors conducted a survey of 8,000
members and other affiliates of the German Association of Project Management. The
intent of the survey was to measure the success of knowledge management as a construct
of knowledge management effectiveness, perceived knowledge management
effectiveness, and user satisfaction with the knowledge management system. They
determined that organizations with clear project processes and strong project knowledge

have a positive impact on the success of knowledge management implementations. The
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study results showed that processes used to generate, store, and retrieve knowledge could
not form in a temporary organization, while permanent organizations construct routines
that handle many of these tasks.

This source provides information on successful knowledge management
implementations for both projects that are directed at internal customers as well as for
external projects that are directed to external customers. The data collected pertains to
both temporary and permanent organizations that are implementing knowledge
management systems and provides key best practices for this study.

Luo, S., & Lee, G. (2013). Key factors for knowledge management implementation. Social

Behavior and Personality, 41(3), 463-476. Retrieved from: https://www.sbp-

journal.com/index.php/sbp/article/view/2832/2908

Abstract. Although ethical climate, trust, satisfaction, and commitment are related to
knowledge management (KM), there are at present few studies in which the way ethical
climate affects KM through trust, satisfaction, and commitment has been emphasized.
The aim of this study was to fill this research gap by examining different ethical climates
in this context. The authors have found that, principle-oriented climates of company rules
and procedures and laws and professional codes (LPC) affected KM positively and
directly, the benevolence-oriented climate of team interest (TI) influenced KM positively
but indirectly, and the effect of trust on commitment was indirect but fully mediated
through satisfaction in Tl and LPC. The authors have used structural equation modeling
for data analysis to map the relationships between KM practices and the key factors.
Summary. This article focuses on the effects of the ethical climate in a company as a key

impactor of an effective knowledge management system. Luo and Lee conducted a study
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on Taiwanese organizations to determine the relationship between knowledge
management and ethical climate, trust, satisfaction, and commitment. The results of the
study indicated that three ethical climates in the Taiwanese enterprises they studied did
have positive impacts on knowledge management in an organization. These ethical
climates, listed in order of positive impact on knowledge management in the
organizations, are: company rules and procedures (CRP), characterized as principle-
oriented and local; laws and professional code (LCP), characterized as principle-oriented
and cosmopolitan, and team-interest (T1), characterized as benevolence-oriented and
local. Lou and Lee found that enterprises achieve better knowledge management
performance by prioritizing CRP, LPC, and TI to create a suitable ethical climate.

The information from this source provides information on the importance of
ethical climate in the workplace for the successful implementation of a knowledge
management system. It also focuses on trust, commitment and satisfaction in the
company environment and how each plays a role in the knowledge management
implementation processes and ultimate effectiveness.

Oliveira, M., Caldeira, M., & Batista Romao, M. J. (2012). Knowledge management
implementation: An evolutionary process in organizations. Knowledge & Process
Management, 19(1), 17-26. doi: 10.1002/kpm.1381

Abstract. The implementation of knowledge management projects continues to be a

challenge for many organizations. A project of such nature involves the introduction of
new information technologies, changes in business processes, and often changes in the
organizational culture. In this paper, we have studied the implementation of knowledge

management initiatives in 11 firms operating in Portugal. Data were mainly collected
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through semi-structured interviews with top managers. The aim of this research is to
analyze the process and factors associated with knowledge management implementation
and develop a framework, with different stages, to guide the implementation of
knowledge management in organizations. The theoretical and practical contribution to
this framework is discussed, as well as the findings in each case study.

Summary. Oliveira, Caldeira, and Romao (2012) utilize case studies of eleven different
Portugal firms from four industries to evaluate the 22 factors that they believe influence
success in the implementation of knowledge management. These industries include
construction, information systems and technology, consultancies, and communication
firms. The information presented in this article is derived from interviews conducted in
each of the organizations, as well as literature reviews. The authors focus their study by
discussing the four main stages of KM implementation: planning, initiation,
development, and integration. The authors categorized the 22 factors among the four
stages of the implementation process. Stage one (planning) includes top management
support; organizational culture; organizational structure; and alignment with business
objectives, project objectives, and budget. Stage two (initiation) consists of explicit
knowledge, knowledge management project leader, process phases, technology, and time.
The factors in stage three (development) are training, rewarding systems, communication,
tacit knowledge, benefits, and core knowledge. Finally, stage four (integration) includes
legislation, customers, suppliers, partners, and competitors. The authors point out that for
the most part, the fields of technology and communication have the most consistency in

implementation and retention of the KM systems.
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The authors’ results state that the three most important factors in the successful
implementation of knowledge management systems are top management support, strong
understanding of the organization’s culture, and organizational structure. The
organizational structure was considered important because it can have an impact on
decision making that impacts the other factors, such as the decision of what types of
technology to utilize.

The information gathered from this source assists in compiling and analyzing the
different key factors that influence the success of knowledge management system
implementations. Based on the information provided, all of the 22 factors play some role
in the implementation process, and an evaluation of each factor should be included in a
knowledge management implementation to identify its influence on the process.

Pirrd, G., Mastroianni, C., & Talia, D. (2010). A framework for distributed knowledge
management: Design and implementation. Future Generation Computer Systems, 26(1),
38-49. d0i:10.1016/j.future.2009.06.004
Abstract. This paper describes a framework for implementing distributed ontology-based
knowledge management systems (DOKMS). The framework, in particular, focuses on
knowledge management within organizations. It investigates the functional requirements
to enable Individual Knowledge Workers (IKWs) and distributed communities (e.g.,
project teams) to create, manage and share knowledge with the support of ontologies. On
the one hand, the framework enables distributed and collaborative work by relying on a
P2P virtual office model. On the other hand, it provides a multi-layer ontology
framework to enable semantics-driven knowledge processing. The ontology framework

allows organizational knowledge to be modeled at different levels. An Upper Ontology is
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exploited to establish a common organizational knowledge background. A set of
Workspace Ontologies can be designed to manage, share and search knowledge within
communities by the establishment of a contextual (i.e., related to the aim of a group)
understanding. Finally, Personal Ontologies support IKWs in personal knowledge
management activities. We present an implementation of the designed framework in the
K-link+ system and show the suitability of this approach through a use case. The
evaluation of K-link+ in a real network is also discussed.
Summary. This article provides insight into distributed ontology-based knowledge
management systems. The information allows for the creation of a knowledge
management system that fosters the ability to harness a variety of different views into one
knowledge management system in order to increase creativity and innovation. The
systems utilize a peer-to-peer method that coordinates knowledge workers (the people
who utilize, collect, or handle knowledge) throughout the system. This method introduces
a group evaluation of the knowledge capture process in which the knowledge is collected
through collaboration. The results of this study show that the collaboration of the
knowledge workers in developing the knowledge-capture process provided more
effective results than using a standard predefined knowledge management procedure.
The information from this article is used to weigh the differences between a
standard knowledge management system implementation and a distributed ontology-
based method. The collection techniques in this study hold promise for removing some of
the challenges faced by organizations that use traditional knowledge management

processes.
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Scovetta, V., & Ellis, T. J. (2015). Leadership social power as a component of KMS success.
International Journal of Knowledge Management, 11(2) 1-14. Retrieved from

http://go.galegroup.com/ps/i.do?id=GALE%7CA439536371&v=2.1&uU=s8492775&it=r

&Pp=A0ONE&sw=w&asid=722h54c¢d3694cb792d213d7005cf219d

Abstract. This study investigated the relationships between a leader's of Leadership
Social Power (LSP) profile and Knowledge Management Systems (KMS). Previous
research has established that KMS success is positively impacted by leadership
commitment to KMS, knowledge quality, and knowledge use. Yet how little we know
about the constructs of leadership that may impact KM. The goals of this research
focused on discovering how the manner in which leaders exert power — their LSP profile
influenced each of these KM success factors. This research was able to empirically
demonstrate that LSP is a factor of that success and was able to effectively predict
Leadership Commitment to KMS, Knowledge Content Quality, and Knowledge Use
based upon predominate manner of Leadership Social Power used by the KM leaders.
Summary. This research study focuses on the key element of leadership in the
implementation of a knowledge management system. Scovetta and Ellis focused their
research on leadership social power as it influences leadership commitment KMS
systems - LCKMS (the degree to which leaders in the organization are believed to be
committed to the success of the knowledge management system), knowledge use (KU)
and knowledge quality (KQ). They then broke leadership social power into five
categories: expert, coercive, reward, referent, and legitimate. The results of the study
showed the correlation between leadership social power and the three main factors.

Expert and reward power were shown to be positively correlated to LCKMS and KU.
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Wu, I.

Coercive power was negatively correlated to LCKMS, referent power was negatively
correlated to KU, and referent and legitimate power were determined to not be correlated
to LCKMS as the study results indicate no significant influence on knowledge
management. The results of the study indicate that expert leadership social power is
positively correlated to all three of the knowledge management factors. Finally, the study
revealed that leadership commitment will produce better results if there is some form of
reward system to enhance knowledge use.

The information in this source is used to strengthen the position of needing strong
leadership commitment throughout all stages of the implementation of the knowledge
management system in order to achieve success. The source is further useful by
identifying different types of leadership social powers and identifying which have
positive and negative impacts on knowledge management success factors.

& Lin, H. (2009). A strategy-based process for implementing knowledge management:
An integrative view and empirical study. Journal of the American Society for Information
Science & Technology, 60(4), 789-802. doi: 10.1002/asi.20999

Abstract. Knowledge resource is unique and valuable for a link to competitive advantage
based on the knowledge-based perspective. Effective knowledge management is the
major concern of contemporary business managers. The key determinant of effective
knowledge management is the firm's competitive strategy. The link between business
strategy and knowledge management, while often discussed, has been widely ignored in
practice. Moreover, while knowledge management is complex in nature, it is difficult to
directly translate a firm's competitive strategy into the specific knowledge management

activities. This requires first defining knowledge strategy to guide further information
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technology (IT)-supported implementation approaches. Finally, the ultimate goal of
knowledge management lies in the realization of firm performance. Previous studies have
just discussed partial relationship among these relevant knowledge concepts rather than
in an integrative manner. Thus, this research proposes a complete process-based model
with four components: competitive strategy, knowledge strategy, implementation
approach, and firm performance. Empirical results have shown positive relationships
between any two consecutive components and useful insight for knowledge
implementation practice.

Summary. Utilizing both a literature review and a survey method, Wu and Lin evaluate
the processes for implementing a KM system. The survey consists of a five-part
questionnaire. The first part was rated using a nominal scale, whereas the remainder of
the questionnaire was scored using a 7-point Likert scale. The five parts were (a) basic
information; (b) competitive strategy (prospector, analyzer, and defender); (c) knowledge
strategy (innovator, skill acquirer, continuous improver, and copier); (d) implementation
approach (codification, personalization, integration, and other); and (e) firm performance
(improved ability to innovation, improved coordination efforts, rapid commercialization
of new products, improved ability to anticipate crisis, quick responsiveness to market
change, and reduced redundancy of information/knowledge). Their questionnaire was
sent out in two different 3-week periods to chief knowledge officers (CKO), or chief
information officers (CIO if a CKO was unavailable. The authors mailed the surveys in
an 800-survey sample group, and another 200-survey group. The response to the survey
was extremely low. The total respondent percentage from the two groups was only about

16%, which could cause concerns on the validity of the data collected.
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The data collected was then analyzed to determine a correlation between the
different factors in the questionnaire. The authors compared the competitive strategy and
implementation approach against knowledge strategies, and implementation approach
against firm performance. The results show that a high proportion (approximately 44.5%)
of the firms analyzed were adapting towards the analyzer strategy. For the knowledge
strategy firms that were adopting a prospector strategy, a high proportion (approximately
55.2%) focused on innovation. The firms that adopted the innovator strategy showed high
results (approximately 53.2%) in the personalization approach. Finally, the firm
performance evaluation showed that improved coordination efforts were best suited for
codification, where knowledge is codified and stored in a database that can be accessed
and easily used by anyone in the company; improved ability to innovate fit the personal
approach; and rapid commercialization of new products fit the integration approach.

This source is useful for this research study because it aids in determining the
most effective approach for knowledge management implementation in each of the
categories for different types of organizations. Furthermore, the results from the
evaluation highlight some implementation challenges to particularly avoid or pay close
attention to in the implementation.

KM in Small and Medium Sized Organizations

Chan, 1., & Chao, C. (2008). Knowledge management in small and medium sized enterprises.
Communications of the ACM, 51(4), 83-88. d0i:10.1145/1330311.1330328
Abstract. The article discusses knowledge management capabilities of small and
medium sized enterprises and the successful implementation of knowledge management

programs. According to Hong Kong Government statistics, 98% of business
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establishments in Hongkong are small to medium-sized enterprises. These enterprises
represent 50% of employment in Hong Kong. Due to competition in business
environment, knowledge management operations plans are implemented in small to
medium sized businesses. The author mentions that to achieve balanced deployment of
these plans, enterprises must evaluate the process capability and infrastructure capability
of their organizational resources.

Summary. The authors of this article conduct a survey with 68 small and medium
enterprises (SMEs) that had knowledge management launches within a few years prior to
the survey. In the process of evaluating the survey results, the authors break the
information received into two capabilities: infrastructure, and process. The infrastructure
capabilities consist of structure, culture, and technology, whereas the process capabilities
include acquisition, protection, conversion, and application. The authors note that it is
vital that the organizations harness an even balance of culture, technology, and structure
infrastructure, together with the precise capabilities to acquire, combine, apply, and
create knowledge. The focus and intention of a knowledge management system should
not be to focus on any single one of these areas, but to make sure that there is an even
consideration of each.

This source is useful for this research study because it provides concrete advice
about the different capabilities a SME should either possess or improve prior to
implementing knowledge management, as compared to a larger company.

Dalota, M., & Grigore, S. (2010). Successful implementation of knowledge management in small
and medium enterprises. Managerial Challenges of the Contemporary Society, 6(1), 46-

49. Retrieved from: ftp://ftp.repec.org/opt/ReDIF/RePEc/bbu/wpaper/46-49.pdf
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Abstract. Knowledge has become one of the critical driving forces for business success.
Organizations are becoming more knowledge intensive and the needs for leveraging the
value of knowledge are increasing. Organizations need to be cognizant and aware of the
factors that will influence the success of a knowledge management (KM) initiative. The
effective implementation of KM in small and medium enterprises (SMES) is governed
and facilitated by certain factors. Organizations can certainly benefit from a more
thorough understanding of the factors that are critical to the success of KM. The adoption
of factors which are not suitable can impede the achievement of the desired performance.
Summary. Dalota and Grigore take an insightful look at critical factors that play major
roles in implementing a knowledge management system in a small to medium sized
enterprise. In this literature review, they highlight several factors that are important when
considering a KM implementation. These factors include:

e leadership and support,

e processes and activities,

e motivational aids,

e resources,

e culture,

e information technology,

e strategy and purpose,

e measurement,

e organizational infrastructure,

e training and education, and

e human resource management.
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They illustrate that the top three factors indicated by their research are senior
management support and leadership, having a knowledge friendly culture, and having a
clear strategy for managing knowledge. The lowest ranking three factors are development
of technological infrastructure, incentives to encourage KM practices, and measuring the
effectiveness of KM. Throughout the literature, their focus highlighted the need for
managerial support of the KM implementation.

This source provides key elements a small and medium sized enterprise should
consider when implementing a knowledge management system. In particular, the study
points to the need for strong managerial support of a KM implementation as a critical
success factor.

Edvardsson, 1., & Durst, S. (2013) The benefits of knowledge management in small and
medium-sized enterprises, Procedia - Social and Behavioral Sciences, 81(28), 351-354,
doi.org/10.1016/j.sbspro.2013.06.441.

Abstract. The purpose of our paper is to review extant research to identify what we know
about the benefits of knowledge management for small and medium-sized enterprises.
The following research questions were formulated according to this aim: 1) What kind of
studies have been conducted that focus on benefits of KM within SMEs? 2) What were
the main findings of the studies? We propose an approach of literature review in order to
understand knowledge benefits for SMEs; a poorly understood area of stud y to date. The
few studies identified highlight employee development, innovation, customer satisfaction
and organizational success as areas where small and medium-sized businesses benefit

from KM activities.
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Summary. The author’s literature review is comprised of nine scholarly articles and
journals between the years for 2005 and 2011. The findings from the literature review
conclude that some form of organizational success, such as increased productivity,
process improvements, increased sales, and fewer losses result from the implementation
of a knowledge management system. They also find that implementation of a knowledge
management system contributes to employee development, innovation, improved
customer satisfaction, creativity, and improved external relationships with other
companies.

The information in this source lends credibility to the need for results that can be
achieved from implementing a knowledge management system in a small to medium

sized enterprise.
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Conclusion

Shifts towards a knowledge-driven economy play a significant role in maintaining
economic growth, as well as enhancing various skill levels throughout various industries (Dalota
& Grigore, 2010). This annotated bibliography focuses on the challenges faced by small and
medium sized companies when implementing knowledge management systems, as well as best
practices they can employ to overcome the challenges. Success when implementing a knowledge
management system relies on the organization’s ability to utilize tangible and intangible assets to
increase business value and enhance a competitive edge (Scovetta & Ellis, 2015). Retaining
knowledge is becoming more of a necessity than a benefit in maintaining a competitive
advantage in any industry (Sedighi & Zand 2012).

Through the evaluation of 15 literary sources, major key factors are identified to inform
successful knowledge management implementations. Sources are provided that inform the topics
of common challenges an organization may face when implementing knowledge management
systems, the best practices to use and key success factors to leverage in the implementations, and
knowledge management in small to medium sized organizations.

Challenges in Implementing KM Systems

Many organizations have experienced challenges with the implementation of successful
knowledge management systems and associated processes (Chan & Chao, 2008). According to
Chan and Chao (2008), common issues include challenges in capturing the full quantity of
knowledge generated by an organization, inadequate storage for the knowledge that is captured,
inadequate time allocated to process all of the information, and insufficient staff to manage the
project. Barratt-Pugh, Kennett, and Bahn (2013) researched the three categories of culture,

individual perceptions, and structure to determine their influence on the success of knowledge
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management implementations. While conducting evaluations in the office environment, they
determined that a lack of training and development throughout knowledge management
implementations causes major setbacks in the successful utilization of a knowledge management
system. They concluded that the main driving force in ensuring the success of a knowledge
management system implementation is staff involvement.

Some of the dilemmas that arise in a knowledge management implementation could
escalate and cause the implementation project to drift, the project team to lose focus, and the
project to eventually be halted. Remus (2012) notes that the most consistent challenges in the
implementation of knowledge management are the lack of knowledge integration and training, as
well as insufficient methods of collecting current processes and knowledge possessed by
employees.

Nowacki and Bachnik (2016) note that companies must possess or develop three main
resources in order to enable innovative knowledge management: (a) human resources able to
grasp and manage knowledge; (b) effective organizational structures that support individual and
group work; and (c) technology, which includes information systems, intranets, and web portals.
Companies need to do more than just embrace the concept of a knowledge management system;
they also need to be innovative and creative to produce the best results.

Best Practices and Key Success Factors in Implementing KM Systems

Knowledge management researchers identify leadership involvement as necessary for
successful implementations of knowledge management systems (Jayasingam, Ansari, & Jantan,
2010; Lakshman, 2009). Jayasingam, Ansari, and Jantan (2010) categorize leadership into three
categories: (a) position power (referent power, coercive power, and legitimate power); (b)

personal power (expert, connection, and reward power); and (c) information power (the accuracy
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and availability of information that other people need and do not own themselves). While all of
the leadership categories are vital for the successful implementation of a knowledge management
system, Jayasingam, Ansari, and Jantan (2010) found that personal power has the greatest impact
in influencing knowledge workers to use the system effectively. Lakshman (2009) determined
that leadership perception of the implementation in the organization plays a significant role in
whether the implementation is successful. The inclusion of top management support aids in the
efforts to gain support and active participation from the remainder of the organization Lakshman
(2009).

The research results varied in identifying what exact factors are necessary for a
successful implementation of a knowledge management system. Oliveira, Caldeira, and Roméo
(2012), Lindner and Wald (2010), and Anantatmula, and Kanungo (2010) identify top
management support, culture and organizational structure as playing the most significant roles in
the successful implementation of a knowledge management system. Other factors that they find
influence the success of knowledge management implementations include training; reward
systems; the technology used to collect, store, and distribute data; competitors in the industry;
budgetary support; communication content quality; and result measurement systems. Oliveira,
Caldeira, and Romdo (2012) recommend that a knowledge-management implementation be
completed in four stages: (a) planning, (b) initiation, (c) development, and (d) integration. They
further break the stages into twenty-two key factors, which should be considered to successfully
implement a knowledge management system. Overall, Oliveira, Caldeira, and Romao (2012)
find that the three most important factors in the successful implementation of knowledge
management systems are top management support strong understanding of the organization’s

culture, and organizational structure. Lindner and Wald (2010) dive deeper into the specifics of
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culture in the organization by breaking culture itself out into five categories: knowledge culture,
management commitment, project culture, mistake tolerance, and informal networking, finding
that knowledge culture plays the most significant role in ensuring success in the implementation
of knowledge management.
KM in Small and Medium Sized Organizations

Small and medium sized enterprises (SMEs) of approximately 200 employees or less
(Chan & Chao, 2008) are particularly prone to challenges with the implementation of knowledge
management. Knowledge management implementations for small and medium sized
organizations do not differ from implementations for larger organizations in terms of the most
important factors for knowledge management success: the incorporation of top management
support and leadership, a friendly culture, and a clear strategy for managing the project are all
key (Dalota & Grigore 2010). Dalota and Grigore (2010) identify several factors that are
important to the successful implementation of a knowledge management system in a small to
medium sized enterprise. These factors include leadership and support, clearly defined processes
and activities, motivational aids to keep the projects on task and the staff involved, budgetary
and HR resources, strong defined strategy and purpose, organizational infrastructure, and
training and education on the collection and implementation of the resulting knowledge.

Edvardsson and Durst (2013) found that small and medium sized enterprises benefit
greatly from the implementation of knowledge management systems, which they found
contribute to employee development, innovation, creativity, and improved customer satisfaction
and external relationships with other companies. A common thread throughout the majority of

research on the implementation of knowledge management systems in small and medium sized
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organizations is the need to focus on managerial support of the implementation (Chan & Chao,
2008, Dalota & Grigore 2010, Edvardsson & Durst, 2013).
Summary

The drive towards the implementation of knowledge management in organizations has
been increasing due to changes in business structures, increases in competition, changes in how
customers choose to interact, and the reliability of technology in day-to-day processes (Nowacki
& Bachnik, 2016).

There are a variety of different methods and theories about the most effective best
practices in implementing a knowledge management system, but the research reveals no
definitive conclusions pointing to a specific outline of an exact ideal system. The research in this
study however does support the identification of top organizational leadership support and
organizational culture as two important factors for successful knowledge management
implementations. In particular, garnering support from top management is key to ensuring

needed participation from the remainder of the company.
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