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Abstract

This thesis explores the gap in knowledge pertaining to the research problem
of how and why a specific group of knowledge workers individually and collectively
constructed their knowledge management (KM) capacity. The knowledge workers
studied were situated within the context of an academic research team working in
the (then) education faculty of an Australian regional university between 25 January

2011 and 1 December 2012.

The research problem led to the articulation of three research questions (RQs):
(RQ1) What was the KM capacity profile of the research team and its members?
(RQ2) How did the research team members construct their KM capacity? and (RQ3)
What was the relationship between the team s KM capacity and the team members’

economic, cultural and social forms of capital?

An interdisciplinary literature review in Chapter 2 resulted in the definition of
KM capacity used within this study, wholistically framed by four dimensions:
process, human, technology and context. Each of these KM dimensions was
composed of various subdimensions. Based on that literature review, a conceptual
framework was developed in Chapter 3, adapted from a model published by Van
Winkelen and McKenzie (2011), and extended to incorporate economic, cultural and
social forms of capital as identified by Bourdieu (1986), presented as a KM capacity-

capital architecture.

The study’s research design was qualitatively orientated, was situated in the
social constructivist paradigm, and deployed an exploratory, ethnographic case
study approach as explained in Chapter 4. The data collection and analysis

techniques to address each RQ were detailed in Chapter 5.



The data analysis in response to RQ1 developed a qualitative KM capacity
profile of each participant, describing who they were, as presented in Chapter 6. In
response to RQ2, a thematic analysis of the semi-structured interview and focus
group transcripts, and the ethnographic, observational evidence across all four of the
KM capacity dimensions, detailed how the participants collaboratively co-
constructed their KM capacity, as discussed in Chapter 7. For RQ3, Chapter 8
triangulated thematic analysis of all data sources to consider why the participants
constructed their KM capacity in relation to forms of economic, cultural and social

capital (Bourdieu, 1986).

The RQs1, 2 and 3 findings supported and refined wholistic comprehension of
the how and why of contemporary KM capacity. The theoretical contributions arose
from the synthesis and support of the KM capacity-capital architecture to reveal the
relationship between the construction of the four KM capacity dimensions and the
forms of economic, cultural and social capital within the context of a contemporary,
academic research team. The methodological contributions were related to the
triangulated analysis of multiple data sources and the visualisation of the findings.
The practice-related contributions stem from the relevance of the KM capacity-

capital architecture to understanding the how and why of KM worker dynamics.
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1. INTRODUCTION

1.1  Introduction

This introductory chapter provides an outline and a preview of the thesis structure
and content. In this thesis, | explore the knowledge management (KM) capacity of
knowledge workers in a research team within the (then) education faculty of an Australian
regional university between 25 January 2011 and 1 December 2012. The purpose of the
study was to understand how and why these participants individually and collectively
managed their knowledge, and the relationship between their KM capacity and the forms

of capital that they constructed.

1.2 The Structure of this Chapter

This chapter is presented in 10 sections. The next section (Section 1.3) provides
additional background information to contextualise this study, leading into an outline of the
research problem in Section 1.4. The three research questions (RQs) are then formulated in
Section 1.5. An advance organiser is provided in Section 1.6 to orientate the reader to the
research design, data collection and analysis process. This is followed by an explanation of
myself as a biographically situated researcher (Section 1.7). The definitions of key terms
are discussed (Section 1.8), and the overall thesis chapter structure is outlined (Section 1.9),

followed by the chapter conclusion (Section 1.10).



Constructing Knowledge Management Capacity and Forms of Capital

1.3 The Background to the Research

The literature review in Chapter 2 provides a wholistic perspective on the KM topic,
revealing that KM scholarship continues to evolve. A brief, introductory background on
the KM topic is provided here, to contextualise the identification of the research problem

and the formulation of the RQs.

KM and its relationship with various forms of capital have enabled the knowledge
age revolution driving 21% century globalisation. Knowledge is commonly referred to as
the human ability to use the information available effectively in specific contexts for
solving specific problems (Davenport & Prusak, 2000). “Knowledge is a form of wealth
and a pathway to prosperity” (Arup University, 2015, p. 28). The importance of KM is
increasing globally owing to hyper-competition (Vaiappuri, Kamarulzaman, Vijayan, &
Mukherjee, 2016). The increasingly fierce competition, the impact of globalisation and the
rapid advance of technology have led to the emergence and development of a knowledge-
based economy worldwide (Pearlson & Saunders, 2006; Rollo & Clarke, 2001). The
evidence is clear that corporate KM programs have proliferated in recent years and that KM

education is following suit (Bontis, 2002).

Despite this increasing importance of KM, its study is still relatively young (Hansen,
Nohria, & Tierney, 1999). However, the concept of KM and the benefits of its practice
appear to be well established (Turner & Minonne, 2010). Others highlight that “what still
seems to be missing from the current understanding is how exactly engaging in KM
contributes to business value creation” (Heisig et al., 2016, p.1169), “calling into question
the raison d’étre of the entire KM field” (Heisig et al., 2016, p.1170). That is, “further

research on the relationship between KM and business outcomes is required” (Heisig et al.,
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2016, p.1182). This identifies an important how and why research problem to explore, as is

elaborated in the next section.

1.4 The Research Problem

The how and why problem pertaining to KM has been highlighted in the existing
literature as being topical for KM practitioners around the world (Heisig et al., 2016).
Substantial research efforts have explored aspects of KM in isolation (Davenport & Prusak,
2000; Nonaka & Toyama, 2003; Quinn, 2005; Sveiby, 2001; Van Winkelen & McKenzie,
2011). For example, a recent study of KM in academic teams focused only on knowledge
sharing and social capital, and concluded that team structure and trust can have a positive
influence (Garcia-Sanchez, Diaz-Diaz, & De Saa-Pérez, 2017). Whilst a narrow focus has
merit, | contend that a more wholistic view is needed to address the overarching how and
why research problem discussed above. With that broader focus in mind, this study sought
to explore this how and why relationship between KM and various forms of capital, and to
address the overarching research problem of “How and why do knowledge workers build
their KM capacity?” Thus, my research problem engages with this broader interdisciplinary

debate around how KM capacity is constructed and why it is constructed.

In considering the “why” of KM capacity, the relationship with Bourdieu’s (1986)
forms of capital is explored and elucidated within the context of this study, culminating in
the conceptual framework of the KM capacity-capital architecture as explained in Chapter
3, which is a theoretical contribution of this study. This research therefore extends
understandings of the character and influence of the four dimensions of KM: the process,
human, technology and context dimensions. Given the interest that Australian and

international organisations have in exploring this KM research problem, it is considered
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that this research provides theoretical, methodological and empirical contributions to the

existing body of knowledge on this topic.

1.5 The Research Questions

In order to explore the gap in knowledge as identified in the literature review (Chapter
2) and structured around the conceptual framework (elaborated in Chapter 3), it was

necessary to develop three RQs for the thesis:

RQ1: What was the KM capacity profile of the research team and its members? This
RQ established a profile of each individual participating academic education research team
member across the four KM dimensions, describing who they were and what individual
characteristics were evident as they worked together to construct knowledge. The
participants in this case study were all operating within the same context dimension, as
academic staff members of a research team at an Australian regional university. Analysis
of RQ1 was addressed in four sections to profile the team across the KM dimensions of

process, human, technology and context, as is elaborated in Chapter 6.

RQ2: How did the research team members construct their KM capacity? This RQ
ascertained how individual participants (individually and collectively) constructed their
KM capacity in the university workplace, with reference to the four dimensions of KM, as
defined in the literature review and the conceptual framework in Chapters 2 and 3
respectively. As with RQ1, RQ2 was also addressed in four sections to consider the context,
human, technology and process dimensions of how the research team constructed their KM
capacity through thematic analysis of descriptive data collected from semi-structured

interviews, observations and surveys. RQ2 is elaborated in Chapter 7.
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RQ3: What was the relationship between the team’s KM capacity and the team
members’ economic, cultural and social forms of capital? This RQ addressed why
participating team members individually and collectively constructed their KM capacity,
by exploring the relationship between KM capacity construction and various forms of
capital. The wording for RQ3 emerged from RQ1 and RQ2 findings, as is explained in
Chapter 8. The data analysis built on the findings of the two previous RQs to reflect on how
and why this KM capacity influenced the team, in light of the conceptual framework

developed in Chapter 3. RQ3 is addressed in Chapter 8.

These three RQs are further contextualised and explained in the following chapters
in order to explore and contribute to understanding and conceptualising KM capacity, and
the evidence analysed from both individual and team perspectives addresses the RQs,
problem and gap. In the interests of enhancing this thesis’s clarity and readability, each of
the four KM dimensions (process, human, technology and context) is addressed in the same
sequence throughout this thesis to provide some consistent structural symmetry and
alignment among the data analysis chapters. A “mind-map” diagram appears in Figure 1.1

to depict the basic linkage between the research problem and the RQs.
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Figure 1.1 Mind-Map of the Research Problem-Questions Linkage

Figure 1.1 reveals how the RQs proceed to delve more deeply into understanding the team’s

KM relationships, and, like peeling back the layers of an onion, my research generates

insights into how and why this team managed knowledge. This RQ linkage is elaborated in

Table 1.1, which provides an overview of the RQs.
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Table 1.1: Overview of the Study’s RQs

Process Human Technology Context
(KM (KM (KM (KM
Dimension) Dimension) Dimension) Dimension)
RQ1 What was the What was the What was the What was the
process human technology context
What was the KM dimension dimension dimension dimension
capacity profile of | profile of the profile of the profile of the profile of the
the research team team? team? team? team?
and its members?
RQ2 How did the | How did the|How did the | How did the
) team  process | team human | team technology | team context
How  did  the | gimension dimension dimension dimension
research team | construct KM | construct KM | construct KM | construct KM
members. Construct | capacity? capacity? capacity? capacity?
their KM capacity?
RQ3 What was the relationship between the team’s KM process, human,
technology and context dimension and the team’s economic, cultural and
What ~ was  the | social capital?
relationship
between the team’s
KM capacity and
the team members’
economic, cultural
and social forms of
capital?

The RQs of this case study thus address the research gap identified in the literature.

It is anticipated that my research findings will have application and relevance in relation to

understanding KM, and they will also benefit individuals’ professional development to

improve their KM capacity, with potential implications for the university in this case study,

as well as for other public and private sector organisations.
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1.6 RQs-Data Collection-Data Analysis Linkage

The qualitative research design philosophy underpinning this research is discussed in
Chapter 4, along with the case study approach deployed and the ethical aspects of the study.
Each aspect of the RQs identified in Table 1.1 is analysed with respect to the data collected,
with the specific details of the data collection and analysis process being explained in
Chapter 5. The various data collection tools are deployed and these “data sources” are
analysed thematically in Chapters 6, 7 and 8 to address RQs1, 2 and 3 respectively. Through
this research design my study contributes to understanding the construction of KM capacity

and its relationship with the selected forms of capital.

Given the complexity of this thesis, an advance organiser of the RQs-Data Collection-
Data Analysis linkage structure is provided in Table 1.2, which presents a broad orientation
to the contents of Chapters 6, 7 and 8. | acknowledge that this case study it is bounded in
time and place to this particular Research Team in 2010-2012 and that the study was
sufficiently detailed and comprehensive to obtain and analyse appropriate evidence to
answer the RQs. This point is reiterated in Chapter 9. The details of Table 1.2 are elaborated

in the subsequent thesis sections.
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Table 1.2: Thesis Advance Organiser: RQs-Data Collection-Data Analysis Linkage

RQ Data Collection and Analysis Thesis
Section
RQ1 What was the KM profile of the research team and its members? Chapter 6
Process e The CISUS activity profile, analysed from descriptive | Chapter
Dimension CISUS survey results, interview data and ethnographic
observations. 6.3
e The Wordle profile, analysed from the visualisation of
publications and interview data.
Human e Team demographics profile, analysed from descriptive | Chapter
Dimension survey results and ethnographic observations.
6.4
e Team MBTI profile, analysed from MBTI assessment
data, interview data and ethnographic observations.
Technology e Technology profile, analysed from office photographs, | Chapter
Dimension interview data and ethnographic observations.
6.5
Context e Context profile, analysed from the Mandala analysis, | Chapter
Dimension interview data and ethnographic observations.
6.6
RQ2 How did the research team members (individually and collectively) | Chapter 7
construct their KM capacity?
Process e Explores how the participants engaged with the CISUS | Chapter
Dimension processes to construct their KM capacity, based on
interview data and ethnographic observations. 7.3
Human e Explores how the human dimension influenced the | Chapter
Dimension construction of KM capacity, based on Wordle analysis
insights into knowledge specialisation being managed, | 7.4

MBTI interview data analysis related to participant KM
capacity, MBTI interview data related to team KM
capacity and MBT] interview data related to organisation
KM capacity, all supported by interview data and
ethnographic observations.
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Technology e Explores the impact of technology on KM capacity, | Chapter
Dimension based on team ICT skill/use analysed from descriptive
ICT survey data, interview data and ethnographic | 7.5
observations.
Context e Explores how the team context dimension influenced the | Chapter
Dimension construction of KM capacity, focussing on team maturity
and culture based on analysis of Mandala interview data, | 7.6
team management documents, team KPIs, team KM
outputs, interview data and ethnographic observations.
RQ3 What was the relationship between the team’s KM capacity and the team | Chapter 8
members’ economic, cultural and social forms of capital?
KM e Analysis of the objectives and aims of the team KM | Chapter
Capacity capacity with respect to the KM capacity dimensions
Objectives (process, human, technology and context) and the | 8.3
economic, cultural and social forms of capital generated.
Explored under the emerging theme of “membership of
the academy” data analysed, including team membership,
funding, collaborative co-construction and team
identity/brand. Analysis based on all available data,
including interview and ethnographic observation data.
KM e Analysis of the team KM capacity outputs and products | Chapter
Capacity with respect to the KM capacity dimensions (process,
Outputs human, technology and context) and the economic, | 8.4
cultural and social forms of capital generated. Explored
under the emerging theme of “academic research
outputs” analysis of participant publications and
conference presentations informed findings. Analysis
based on all available data, including interview and
ethnographic observation data.
KM e Analysis of the team KM capacity outcomes and results | Chapter
Capacity with respect to the KM capacity dimensions (process,
Outcomes human, technology and context) and the economic, | 8.5

cultural and social forms of capital generated. Explored
under the theme of “academic career trajectory” analysis
of participant qualifications, promotions, salary, offices
and knowledge intangibility informed findings. Analysis
based on all available data, including interview and
ethnographic observation data.

10
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1.7 The Biographically Situated Researcher

This section states my researcher position, values and subjectivities, and so outlines
my axiological assumptions. My personal position in adopting this topic for my academic
research was a natural progression from my industry KM consultancy experiences. My

academic interest in KM was stimulated by two main factors:

Firstly, over my years of consulting for managers and entrepreneurs | noticed a
similar theme - they all appreciated that KM was important to their business interests, yet
they found it confusing to understand and apply. Therefore, based on my academic interests
I sought to explore KM with the ultimate goal of improving understanding of the topic, and

assisting knowledge workers to apply KM more effectively in their respective contexts.

Secondly, publications by some academics (Drucker, 1998; Hammer, 2001; Kaplan
& Norton, 2000; Porter, 2008) are often highly valued by industry practitioners. Indeed,
leading management theories stem from published academic research rather than from
industry practitioners. The academic approach to sharing one’s professional insights
appeals to me and so | sought to enhance my own academic skills though this PhD study

located in the KM discipline, in order to contribute to KM development.

In terms of my academic training prior to this study, | pursued my Bachelor of
Engineering (Electrical) degree after having already completed an Electrician Trade
qualification, as | sought more theoretical insight to understand the physical sciences.
Following that degree, 1 completed a Master of Business Administration degree whilst
working as an electrical engineer, and | subsequently completed several other certificate

courses related to quality management, project management and consulting. This led to a

11
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management consulting role, and over the last 15 years | have specialised in the evolving

discipline of KM.

This research effectively extends my 15 years of KM consulting experiences to the
next professional level, which entails my greater engagement with academic discourse on
the topic. My subjective assumptions about knowledge and the capacity for its management
thus stem from my academic background in engineering and business, and from my
consulting career conducting KM design, implementation and audits for various clients.
My skills and experiences have influenced my philosophical assumptions as a
biographically situated researcher within this PhD journey, and these assumptions are
discussed in Section 4.3. My PhD journey has been an exploration of the various research
options available to me, be they topic, methodologies or ways to publish and present

findings.

Overall, my biographical experiences have brought a substantial set of diverse
knowledge and skills to bear on this study, which have all hopefully added to the resulting
depth of insight and to the contribution that this study makes. This research has progressed
my biographical interests; however, my background influences and philosophical
assumptions were carefully managed during this study, with the research analysis being
based on careful, extensive and rigorous examination of the multiple sources of my research

data collected during this study, as is discussed in Chapter 5.

1.8 Definitions of Terms and Format

For the reader’s reference, key terms and abbreviations are defined when they first
appear in the text, to assist in establishing the academic positions taken in this research

study. These terms place boundaries around the research scope and the findings of this

12
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research. The term “dimension” is used to explain the four main perspectives of the KM
system. In my discussions, publications and presentations undertaken as part of this study,
| tested and trialled various terms such as “domain”, “facet”, “component”, “element” and
“aspect” to describe these KM perspectives and concluded that the term “dimension”
seemed to be most readily understood by audiences (Matthews, 2015a). Furthermore, any

items existing within each dimension are termed “subdimensions”.

I have also utilised the term “wholistic” to denote my interest in the whole, overall
view of the KM topic. | acknowledge that using “wholistic’ rather than “holistic”” might
annoy some readers, as might the use of other particular word spelling, such as
“organisation” rather than ‘“organization”. However, | have adopted this spelling
throughout as my preference within this thesis, as defined in Appendix A. For particular
terms repeated throughout this thesis, such as KM, I have used an acronym to simplify the
text for readability. For ease of reference, these terms are defined in an alphabetically
ordered list (see Appendix A). In terms of format, this thesis follows the referencing
standards of the American Psychological Association (APA) referencing system (American

Psychological Association [APA], 2010).

1.9 The Structure of this Thesis

This thesis has been structured into nine chapters. In this first chapter, | have provided
a brief overview of KM and 1 introduced the research problem. Chapter 1 has also
acknowledged my biographical interests that have motivated this study from the
perspective of my professional and research interests, and it has introduced the thesis scope,

content structure and contribution.

13
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Chapter 2 presents, reviews and critiques the substantial body of literature relevant
to my thesis, addressing each of the four KM dimensions in turn. Chapter 2 proceeds to
distil various subdimensions that exist within each of these four main dimensions. The end
result of this Chapter 2 literature review is a wholistic perspective clarifying the four

dimensions of KM, and the identification of the potential knowledge gaps that exist.

Next, in Chapter 3, the thesis presents the study’s theoretical foundations through the
development of a conceptual framework, whereby the output of the Chapter 2 literature
review of KM (and of its process, human, technology and context dimensions) is integrated
with Bourdieu’s (1986) three forms of capital (economic, cultural and social) to develop
the KM capacity-capital architecture. This KM capacity-capital architecture provides the
conceptual framework for this study, enabling a systematic approach to explore the research

problem and its associated three RQs.

In Chapter 4 | elaborate this study’s research design, based on my study’s conceptual
framework, and I outline and justify the research approach and method adopted for this
research study to elicit how the research team managed knowledge and the relationship
with the various forms of capital. The implications of the research philosophy and paradigm
are also presented. In addition, the ethical and political aspects of the study are addressed

in this chapter.

Chapter 5 details the data collection and analysis techniques deployed. Nine
participants were ethnographically observed throughout the data collection period, and
these observations were triangulated with other data sources such as a series of semi-
structured interviews, focus groups and descriptive surveys. The data were analysed
thematically to address the three RQs, highlighting the academic rigour underpinning this

study.

14
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Chapters 6, 7, and 8 analyse the data collected during the research process, with a
separate chapter dedicated to each of the three RQs. Chapter 6 explores RQ1 by deploying
techniques to deliver a KM profile for each participant. To achieve this KM profile,
descriptive, qualitative data about selected subdimensions of each of the four KM
dimensions were analysed. For example, the human dimension profile of the team was
gleaned through analysing each participant’s MBT]I preference. Selected subdimensions of
each KM dimension were considered that, when combined with ethnographic observations
of the team in operation, enabled a rigorous, evidence-based KM profile to be constructed,
for each participant in the team for comparing and contrasting. The outcome of this RQ1
profiling analysis revealed the diversity among the individual team members and provided

a foundation for exploring the team KM capacity in relation to RQ2.

Chapter 7 explores RQ2, analysing how the team constructed their KM capacity. This
chapter draws on the participant profiles developed during the Chapter 6 data analysis to
analyse team data about each of the four dimensions of KM. Each dimension was explored
through interviews as well as from ethnographic observations and focus group discussions,
in order to establish how the team constructed their KM capacity. Quotations from the semi-
structured interviews and observations support and reinforce these research findings.
Particular attention is given to the interactions among the participants and the consequences

that these interactions had for constructing their KM capacity.

Chapter 8 explores RQ3, analysing the relationship between the team’s KM capacity
and Bourdieu’s (1986) forms of economic, cultural and social capital, informed by the
theoretical KM capacity-capital architecture gleaned from Chapter 3. Three themes
emerged from the data, based around the KM capacity objectives, outputs and outcomes,

and enabled further insight into the relationship between KM capacity and forms of capital.
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In the final chapter, Chapter 9, the RQ findings are summarised, based on the data
analysis in Chapters 6, 7 and 8, along with a conclusion to the overall research problem.
Chapter 9 also identifies the contributions to theoretical, methodological and practice-
related knowledge arising from this research study. This thesis concludes that there is a

clear, yet complex, relationship between KM capacity and the selected forms of capital.

1.10 Conclusion

This chapter has laid the foundation for this thesis, providing the background to the
research, introducing the research problem and the RQs, and outlining the research design,
data collection and data analysis method. An explanation of my biographical research
situation has been provided, followed by reference to definitions of key terms. Finally, the
thesis chapter structure was presented in order to assist the reader to navigate the subsequent

chapters. Chapter 2 provides a discussion of the extant literature.
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2. THE LITERATURE REVIEW

2.1 Introduction

Chapter 1 introduced this thesis and gave a broad overview of the content of each
chapter. This chapter reviews the extant interdisciplinary literature related to KM to identify
the main issues surrounding the research problem, in order to situate the study within the
context of the broader body of previous and current research and to identify knowledge
gaps. This literature review is intended to synthesise and integrate a cross-section of the
KM material available that addresses the various topics, individually and in combination,
to support the conclusion that consideration of four KM dimensions is necessary in order

to obtain a wholistic view of the KM topic.

The KM literature is vast, and | approached it wholistically by considering four
overarching dimensions; the process, human, technology and context dimensions. This four
dimensional approach enabled systematic review of the various multi-disciplinary
approaches to KM, and resulted in a novel conceptualisation of KM capacity. In doing so,
a gap in the existing knowledge is identified, regarding the wholistic comprehension of
contemporary theoretical understandings of KM capacity, and the interrelationship among
the process, human, technology and context dimensions. Thus, the literature review and
synthesis was helpful to justify the distillation and development of this four dimensional

model to address the gaps in KM conceptualisation.

I acknowledge at the outset the difficulty of synthesising the multidisciplinary
literature, based on my foundational comprehension of the broad scholarship and practice

that underpin ‘other' disciplines. However, this literature review serves to inform the
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development of Chapter 3’s conceptual framework that guides this research within the

context of a university research team.

2.2 The Structure of this Chapter

This chapter is divided into 10 sections. The first two sections provide an introduction
to and an overview of the structure of the chapter. Further background information about
the history of KM theory is presented to support the significance of KM scholarship as a
contemporary research topic (Section 2.3). Sections 2.4 to 2.6 detail the literature pertaining
to the KM process, human and technology dimensions respectively. In Section 2.7, |
provide the rationale for my research taking a wholistic view of KM and contemplating all
four theoretical KM dimensions of process, human, technology and context. In Section 2.8,
| address literature relevant to my study context dimension. Section 2.9 proceeds to identify
the gap in the literature on which this study focuses, whilst Section 2.10 concludes the

chapter.

To assist the reader to navigate the complexity of the four KM dimensions addressed
in this chapter, Figure 2.1 provides a “helicopter view” advance organiser. This diagram
summarises how the threads of literature relating to each KM dimension are woven together
to contemplate the interactions and intersections among the four KM dimensions to create

the comprehensive KM view that is explored in this chapter.
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Figure 2.1 Advance Organiser of the Four KM Dimensions Discussed in Chapter 2

2.3 KM Background

The concept of, and the literature relating to, managing human knowledge have been
developed over thousands of years by many diverse scholars and philosophers. Knowledge
can be defined in multiple ways. One definition of knowledge is information that is
“known” from previous training and stored in a person’s mind to be readily accessible
(Brodie & Brodie, 2009, p. 143). As was mentioned in Chapter 1, knowledge is commonly
referred to as the human ability to use the information available effectively in specific
contexts for solving specific problems (Damm & Schindler, 2002; Davenport & Prusak,
2000; Wijetunge, 2002). Knowledge provides a higher level of meaning about data and
information (Turban, Aronson, & Ting-Peng, 2005). A cross-section of that historical
literature is cited below, selected for its relevance to the contemporary KM topic that this

study explores.
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KM has been a human challenge for thousands of years. As a result, “KM is a very
wide, multi-disciplinary and heterogeneous field” (Heisig et al., 2016, p.1183). Methods to
conceptualise knowledge have been discussed throughout history, with the Greek, Roman,
Egyptian, Mayan, Chinese and Indian empires being recognised as having made significant
contributions. For example, the benefits of KM were realised by the Chinese military
strategist Sun Tzu (c. 544-496 BCE), who has had the following proverb in The Art of War
treatise attributed to him: “If you know both yourself and your enemy, you can win
numerous battles without jeopardy” (Tzu & Giles, 2012, p. 63). Other KM advances were
developed by the ancient Greek thinkers such as Socrates (469 — 399 BCE), Plato (c. 427-
347 BCE) and Aristotle (384-322 BCE), who founded many intellectual traditions and
philosophies in both the physical and the social sciences that remain relevant today

(Blackson, 2011).

Over the last two generations, we have moved from the Industrial Age (of Manpower)
into the Information Age (of Mindpower), in which knowledge is now a primary resource
and the most valuable factor of production (Tracy, 2004) - an age where one is rewarded
for the quality and quantity of results, accomplishments and outcomes rather than for
activities and inputs (Tracy, 2004). The world has moved from a production-based
economy to a knowledge-based one (Powell & Snellman, 2004). In the knowledge
economy, knowledge becomes a meaningful resource (Drucker, 1993; Nonaka & Takeuchi,
1995). “KM has been approached from various angles, such as organisational theory,
epistemology, cognitive science, management strategy, anthropology and computer

science, to name a few” (Chae & Bloodgood, 2006, p. 3).

Despite these historical roots, the term “knowledge management” is relatively recent,

and its research base is still under development (Bouthillier & Shearer, 2002). It has been
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argued that the main academic research roots of KM occurred during the mid-1970s (Gu,
2004). The expression “knowledge management” was apparently coined by Karl Wiig at
the 1986 International Labour Organisation (ILO) conference held in Switzerland
(Beckman, 1999; Wiig, 1999), yet it took another decade for KM discourse to become
clearer (Jashapara, 2005). Despite the relevance of KM to firms, it was only in the 1990s
that greater interest emerged to leverage relevant knowledge strategically for the

organisation (Teece, 2000).

Whilst “KM as a conscious practice is still young” (Hansen et al., 1999, p. 1), KM
has already been considered a business salvation (Martensson, 2000). During the past
decades, KM has emerged as a key discipline that explains organisational learning and
innovation (Soto-Acosta, Colomo-Palacios, & Popa, 2014). Over the past 20 years, there
has been a growing recognition of the role of knowledge in organisations (Lie, 2008).
Consequently, contemporary KM is about harnessing the intellectual and social output of
individuals in order to improve organisational learning capabilities and innovative potential

(Castells, 2010).

Those individuals whose work is to manage knowledge are now often called
“knowledge workers”, describing individuals who think for a living (Davenport, 2005).
According to Davenport (2005), the first person to describe knowledge workers to any
substantial degree was Peter Drucker in 1959 (Davenport, 2005; Drucker, 1959). Drucker
mused that making knowledge work productive would be the great management task of the
20th century (Drucker, 1969), and he predicted the rise of a knowledge society, with
knowledge being its key resource, and with knowledge workers being the dominant group

in its workforce (Drucker, 2001).
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Despite this recognised importance of knowledge workers to the economic success
of countries, companies and other groups, we still know little about how to improve
knowledge workers’ performance (Davenport, 2005). Indeed, some commentators are quite
cynical about the relatively recent development of the term “KM?”, with some considering
it nothing more than a fad, or a trendy variation on management (Wilson, 2002). It has even
been suggested that KM could become outdated in the 21st century (Wiig, 1997). Yet,
contrary to some cynical views, KM appears still to be relevant and important in
contemporary contexts. The interest in KM has warranted the organisational position of
chief knowledge officer (CKO) (Bontis, 2002). The CKO is responsible for ensuring that
the organisation maximises the value that it achieves through knowledge, and is responsible
also for managing the intellectual capital and KM practices in an organisation (Bontis,
2002; Liebowitz, 2002). In 2002, 25 per cent of Fortune 500 companies had CKOs (Bontis,
2002). Many universities have also employed KM-related staff members to assist with the

human, technology or process dimensions of the institution.

This brief background reveals that the field of KM is continuing to develop. Given
the breadth and depth of developments, even experts may not be fully cognisant of all the
existing KM research evidence available (Heisig et al.,, 2016). Although many
organisations manage knowledge, KM success factors remain minimally researched
(Lehner & Haas, 2010). Despite many years of KM research much of it has not permeated
practitioner contexts, and typically KM remains at the individual level rather than at the

team level (Standing, Standing, Gururajan, Fulford, & Gengatharen, 2016).

KM requires further research. Whilst awareness of the KM construct accelerated in
the 1960s, there remains little overall advance in the construct itself, despite widespread

recognition that KM contributes to organisational success (Oliver, 2003). Thus, it is
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generally recognised that the KM field requires further research (Chae & Bloodgood, 2006;
Gu, 2004; Hazlett, McAdam, & Gallagher, 2005; Jasimuddin, 2012; Moffett, McAdam, &
Parkinson, 2003; Raub & Ruling, 2001). A rigorous approach to progressing KM
development is now encouraged, in pursuit of the idea that knowledge is a key to
performance and, as such, that knowledge production and integration in the organisation
deserve the same attention that we provide to the production of other vital assets (Firestone,

2001).

The above review of the KM background literature leads to the conclusion that KM
is an enduring human and organisational concern, with knowledge workers increasingly
being employed in contemporary positions. Thus, scholarship related to KM remains a
relevant research topic, and further study is required to contribute to this developing body
of knowledge. | now proceed to analyse critically the significant body of scholarly KM
literature in order to identify the particular gaps in knowledge that my study addresses. The
KM literature is addressed by dividing it into four dimensions - the process, human,

technology and context dimensions - each of which is explained in the following sections.

2.4 The KM Process Dimension

The first dimension to be considered is the process dimension. There is a substantial
body of KM literature detailing a variety of existing models to describe the KM process
dimension. This section provides an introduction to various KM process models, to
compare and contrast critically these various views about the KM process dimension. | then
proceed to synthesise themes from this process dimension literature to develop my own
KM process model (CISUS model) as the tool for analysis of my study data related to the

KM process dimension.
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2.4.1 Overview of the Process Dimension

The process dimension of KM capacity contains many perspectives, each adding
something to assist comprehension. However, with so many competing, and sometime even
conflicting perspectives, it is challenging to confidently select a model on which to structure
my study analysis. This subsection of the chapter considers a selection of existing process
dimension models, to reveal the common create, improve, store, use and share process

themes evident in many of the models, leading to development of my own CISUS model.

2.4.2 Overview of the KM Process to Create Knowledge

The process to create knowledge is the subject of much discussion within the
literature. As KM increases in importance, it is necessary to pay increased attention to the
process dimension (Nonaka, 1994). Understanding the process of knowledge creation helps
to make KM more efficient and effective (Vaiappuri et al., 2016). Even if organisations
could provide access to substantial quantities of knowledge, it is the creative process that
achieves the ultimate breakthroughs (O'Leary, 1998). Revolutionary explosions of newly

created knowledge can make the old knowledge obsolete (Kuhn, 1962).

Knowledge can be classified into two categories, tacit and explicit, whereby explicit
knowledge is codified (documented) and so can be communicated, both systematically and
formally, whereas tacit knowledge exists only within an individual’s head and can be shared
only tacitly (Alavi & Leidner, 2001). In 1995, it was proposed that the process of
organisational knowledge creation was through the interaction of tacit and explicit
knowledge involving a process spiral of socialisation — externalisation — combination —
internalisation (SECI), with each circuit of the spiral building towards knowledge

accumulation (Nonaka & Takeuchi, 1995). Whilst this SECI process has been critiqued
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(Gourlay, 2006), it is still highly cited and respected as a knowledge creation process
(Easterby-Smith & Lyles, 2003) and as an “influential model in knowledge strategy
literature” (Choo & Bontis, 2002, p. ix). The SECI spiral continues to be relevant to KM

theory (Nonaka & Toyama, 2003).

Furthermore, studies into different approaches to the KM creation process have
identified a codification strategy or a personalisation strategy. Codification uses explicit
information sources to encourage the creation of new knowledge or “know-how”, whilst
personalisation encourages people to connect with one another and to transfer more
complex, tacit knowledge or “know-what” (Alavi & Leidner, 2001; Grant, 1996; Hansen

et al., 1999; Wright, 2005).

2.4.3 Overview of the KM Process to Improve Knowledge

Other models in the literature recognise the process to improve knowledge to be a
vital aspect of KM. The continuous improvement philosophy, or “kaizen” in Japanese, aims
to refine KM processes so that there are no errors or defects in the output (Deming, 1982).
This KM process philosophy transformed the post-World War 2 industry of Japan, and
subsequently it was adopted by Western organisations as “quality management” (Standards
Australia, 1994, 2005b). From the mid-1980s, a consortium that included the technology
company Motorola added a measurement aspect to quality management, in an effort to
reduce their product failures and thus to improve their competitiveness (Tennant, 2001).
Ultimately termed “6 Sigma”, it utilised the processes of Define, Measure, Analyse,
Improve and Control (DMAIC). Various similar continuous improvement philosophies
now exist, such as Plan, Do, Check, Act (Deming, 1986; Shewhart, 1939), Approach,

Deploy, Results, Improve (Australian Universities Quality Agency [AUQA], 2007) and the
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Observe, Orientate, Decision, Action (OODA) loop (Boyd, 1976), all of which remain

relevant to KM applications.

2.4.4 Overview of the KM Process to Store Knowledge

The KM process to store knowledge is a specific focus of much scholarly literature.
The effective storage of knowledge is a critical KM process. In the post-industrial 21°
century, information is abundant and intensive, requiring individuals to possess information
literacy to store and manage the proliferation of information resources and the varied
methods of access (Australian and New Zealand Institute for Information Literacy
[ANZIIL], 2004). A KM process called the “five hat racks” suggests organising knowledge
storage by either category, time, location, alphabet or continuum (Lidwell, Holden, &
Butler, 2010). The “RGBY” mindset and quality review model ® has also proven useful in
storing critical organisational knowledge in colour coded ways so as to enhance human
comprehension (Wilson, 2017). The key to effective KM may be more strongly influenced
by the capture, organisation and dissemination of knowledge than by its creation
(Davenport, 1997). Along these lines, there is the cynical saying that “the two main KM
storage tools are the delete button and waste paper bin” (anon.), implying that part of the
storage process is the purging and destruction of knowledge. Understanding how to
prioritise and cull knowledge is a key capability of effective knowledge managers in the

digital era (Arden, 2016).

2.4.5 Overview of All KM Processes, Including to Use and Share Knowledge

The KM processes to create, improve and store knowledge have been considered in
the preceding subsections. The inclusion of the processes to use