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S. H. Siadat1, S. Aryan2, F. Mohammadi3 

 

Abstract 

Knowledge management as a new approach means the conscious and systematic efforts of an 
institution for distributing, fostering and applying the knowledge in a way that adds value to the 
institution and creates positive results in achieving its goals. This study attempts to examine the 
establishment and implementation of knowledge management in Saipa sales and after sales service 
Organization according to the conceptual model of Nonaka & Takeuchi. The effects of 
organizational processes, leadership, culture, technology and measuring knowledge factors on 
implementing knowledge management are investigated. The results show that all the selected 
factors lead to the positive establishment and implementation of knowledge management in Saipa 
organization, where technology has the highest impact and leadership has the lowest. 

Keywords: Knowledge management, Organizational Processes, Technology, Leadership, Culture, 
Measuring knowledge 

 

1. Introduction 

Knowledge is and has always been important, but now today is better and more important due to 
applying the power of knowledge to gain sustainable competitive advantage (Ansari et al., 2012). 
Famous economic theorists have expressed knowledge as the ultimate competitive advantage for 
new organizations and stated that it is the only source which is difficult to imitate or copy. The 
owner of knowledge has a unique good. It is obvious that this resource should be preserved and uses 
every method to disseminate it (Bhatt, 2008).  

In this regard, it is necessary to assess all stages of knowledge management including sharing and 
applying knowledge, because it seems that sharing it is important in the discussion of organizational 
innovation more than the knowledge creation (Taylor and Wright, 2004). In some organizations, all 
the efforts are only in the process of knowledge creation and application does not have an 
appropriate position.  

                                                             
1 H_siadat@sbu.ac.ir 
2 Saeed.aryan89@yahoo.com 
3 Marigold_f2001@yahoo.com 



International Journal of Education and Research                                  Vol. 2 No. 7 July 2014 
 

251 
 

Given the importance of knowledge management in today’s organizations and its impact on 
organizational creativity and innovation in order to provide better service to customers resulting in 
the increase of market share, some hypotheses were examined as the main hypotheses.  

1.1 Importance to the organization 

Considering that 75 percent of the information that people need for their specialized tasks cannot be 
found in corporate documents. And typically 30% of their time is spent on finding answers to 
problems that have already occurred and resolved in the organization. And about 40 percent of 
managers and staff time is spent on organizing the information. On the other hand the current 
culture in most organizations is maintaining the knowledge instead of sharing it and the knowledge 
and experience are easily removed from the organization by the retirement and transfer of managers 
and professionals from organizations without being recorded in order to be provided to the next 
generation. We do not document them by things that we learn during weekdays and we will not pass 
the experiences to the others, so that the issue will impose many financial costs to the organizations. 
Also the organization are often very slow in learning that causes delays in providing better services 
and opportunities over time.  

There are reasons for better understanding of the knowledge management and the importance of 
implementing it in today’s organizations. 

1.2 The existing problems 

1. One of the obstacles to knowledge management in organizations that is remembered as the 
most important factor is the manpower strength in sharing knowledge, because it considers 
knowledge as power and its loss or reduction as power loss. It considers its knowledge as the 
job guarantee, thus it avoids sharing its knowledge and expertise. To eliminate the barriers, 
the false manpower attitude must be changed.  

2. other barriers include organizational factors. Inflexible hierarchical structures cannot be a 
suitable background for the establishment of knowledge management. Other structural 
factors are the lack of trust and support of top management to the activities and programs of 
knowledge management and inappropriate leadership styles. In this regard, the description 
of unsuitable and repeated jobs, confusion and conflict in the organization's structure would 
be undesirable for knowledge management. So that reforming the salary systems is 
necessary to increase the financial incentives.  

3. Cultural factors can also have a significant role in knowledge management and if the culture 
of partnership and mutual trust do not exist in the organizational culture, knowledge 
management will face unpleasant challenges. Therefore, the authorities and organization 
management should strengthen the culture of knowledge sharing in the organization.  
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2. Research Background 

Clear and accurate expression of the history and development of knowledge management is not 
possible. In fact, knowledge management has existed since the first human and even in the hunting 
era. Accordingly, the human being began gathering and sharing information and knowledge related 
to the topic of hunting and also developing his understanding of the environment in the field of food 
resources, opportunities and threats in the realm.  Human being, at first instinctively and then 
consciously, was looking for knowledge and the right tools to survive and cope with wild animals 
and natural disasters. Human life gradually changed and added his experiences, so that his 
knowledge was transferred from generation to generation using the primary tools.  

Knowledge was used and managed to meet the needs of communities in historical periods and 
different areas including agriculture and industry eras. Thus, knowledge management is not a new 
concept in the history of human development. However, the term knowledge management has been 
recently paid much attention.  

Despite the widespread use of knowledge management in a variety of institutions and organizations, 
it is extremely difficult to provide a single definition. Here the question arises that “what the 
knowledge management actually refers to?” By examining the different definitions of knowledge 
management, it can be defined as "the process of creating, disseminating and applying knowledge to 
achieve organizational goals". In another definition, knowledge management is "a philosophy 
including the principles, processes, organizational structures, and employed technologies the helps 
people to share their knowledge and use it to achieve their goals” (Gurteen, 1999). Bukowitz 
defines knowledge management as "a process through which organization creates the capital due to 
the members’ thoughts and knowledge-based assets" (Bukowitz and Williams, 1999). Koulopoulos 
and Frappaolo stated that the knowledge management emphasizes on the re-use of previous 
experiences and practices by focusing on the design and implementation of programs aimed at 
changing perspectives (Koulopoulos and Frappaolo, 1999). Knowledge management has acquired 
its reputations through applying knowledge in order to harmonize the dynamic changes in the 
organization and developing systems to accelerate the adaptability to the changes of the system 
environment. Organizations must be able to create and use new knowledge and reconstruct the 
existing knowledge to achieve their goals. While knowledge management has placed greater 
emphasis on information technology and, in many cases is defined as technology-based 
management, but it has a concept beyond it (Darroch, 2006). 

Davenport and Lawrence (1998) considered the major components of knowledge management as: 

1. Culture: Values and beliefs of members of the organization in the field of information and 
knowledge concepts; 

2. Administrative process: how people gain information and knowledge in organizations; 
3. Politics: strategies to overcome barriers in the process of knowledge and information sharing 

in organizations; 
4. Technology: information systems in organizations.  
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Knowledge management includes the process of combining the knowledge and information in the 
organization, creating a suitable environment for production and applying the knowledge and 
training of creative and innovative human resources.   

In this research, we have attempted to identify the key factors according to previous studies. These 
key factors are identified all around multiple axes in the implementation of knowledge management 
in companies and organizations. Most of the papers have considered these factors in their studies 
and the most important factors are (Skyrme and Amidon, 1997; Davenport and Lawrence, 1998): 

1. Leadership: Is the role of top managers of companies and organizations in the 
implementation of knowledge management and without their attention to it, the probability 
of implementation will be very low. 

2. Business processes in the implementation of knowledge management 
3. Technology and information technology 
4. organizational culture and readiness of the organization and staff to implement knowledge 

management 
5. and ultimately the measurement  

We also made a classification in different levels according to the previous studies on key factors of 
Table 1 (process, leadership, culture, technology and measuring KM) for Saipa after-sales service 
organization. In Table 1, some of the important literature review is summarized. 

The model used in this study is based on Nonaka & Takeuchi model (Nonaka & Takeuchi, 1995). 
This model focuses on two types of knowledge (Explicit / tacit) and the method of converting them 
to each other and creation of knowledge at all organizational levels is concerned. The use of 
dynamic models into these two types of knowledge and knowledge management in relation to the 
spiral is assumed in this model. Moreover, it is assumed that only people is creating knowledge. 
Thus, the process of organizational knowledge creation should be an ongoing process in which the 
knowledge is organized and led by people. Nonaka & Takeuchi underlines four patterns for 
organizational knowledge creation in every organization (Nonaka & Takeuchi, 1995): 
 

1. From tacit knowledge to tacit knowledge (socialization): When people directly "tacit 
knowledge to share with others. Example" through constant communication. 

2. From tacit knowledge into explicit knowledge (outside the building) and encryption coding 
experience and insight into a form that is usable by others. For example, "through dialogue 
and questions and answers, tacit knowledge itself offs the ground. 

3. From explicit knowledge to explicit knowledge (combination): a combination of different 
parts of tacit knowledge and present it to the new form. For example, "information in a 
particular area of the sector and the different departments and agencies to collect and include 
in a single report. 

4. From Explicit knowledge to tacit knowledge (internalization): When people internalize and 
share their explicit knowledge and tacit knowledge and expanding it to reconsider its use 
(Wiig and Prousak, 2009). 



ISSN: 2201-6333 (Print) ISSN: 2201-6740 (Online)                                             www.ijern.com 
 

254 
 

2.1 Research Variables: 

Organizational Process: some factors affecting the organization processes in this investigation 
include: 

1. Evaluation of specific processes in organization 
2. Identifying processes for evaluating the hidden knowledge  

Leadership: some of the leading factors in this investigation are includes: 

1. Does it support the suitability of the organization? 
2. Are the employees deserved for gaining rewards? 

Culture: some of the cultural factors in the research include: 

1. Does it respect the customer as a culture in the organization? 
2. Do employees have confidence in the words of one another? 

Technology: some technological factors in the study include: 

1. Does the integrated space technology available to existing employees? 
2. Does the technology for a closer relationship between the organization and customers? 

Finally, the measurement of knowledge: knowledge of the factors measured in the study included: 

1. Is there any indicator to measure knowledge management? 
2. Are the indicators including both financial and non-financial? 

3. Research Hypotheses 

The aim of this study is to investigate the factors affecting the implementation of knowledge 
management in Saipa organization. According to the literature review the relation between five 
factors namely organizational process, leadership, culture, technology and measuring knowledge 
with knowledge management implementation is examined. With this regards, we proposed the 
following hypotheses:    

Hypothesis H1- factors of organizational processes has a significant positive role in implementing 
knowledge management at SAIPA after sales services organization 

Hypothesis H2- factor of leadership has a significant positive role in implementing knowledge 
management at SAIPA after sales services organization 

Hypothesis H3- factors of culture has a significant positive role in implementing knowledge 
management at SAIPA after sales services organization 

Hypothesis H4- factors of technology has a significant positive role in implementing knowledge 
management at SAIPA after sales services organization 
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Hypothesis H5- factors of measuring knowledge has a significant positive role in implementing 
knowledge management at SAIPA after sales services organization 

4. Methodology 

This study is applied descriptive research. To collect related literature, related books, articles and 
journals were studied and as data collection procedure and for analyzing the collected data, a 
questionnaire has been used.   

The model used in this study is based on Nonaka & Takeuchi model (Nonaka & Takeuchi, 1995). 
We considered five factors namely organizational process, culture, technology, leadership and 
measuring knowledge and investigated their effects on knowledge management implementation.   

The population under study was the managers (financial, information technology, and legal), and 
employees in different units of Saipa sales and after sales service organization. SPSS statistical 
software is used for statistical analysis and the reliability of the study is evaluated using Cronbach's 
alpha. We calculate the alpha level that is equal to 0.8412, which indicates the reliability of the 
results. 

The whole population was about 180 persons and among which 33 persons were randomly selected. 
With respect to gender, 36 percent were female and 64 percent were male. 24 percent of the 
respondents were managers and 76 percent were experts and employees. Regarding age, 9 percent 
of respondents were under 30 years and 91 percent were over 30 years. 39 percent of respondents 
were under 10 years of work experience in the company, while 61 percent of respondents were over 
10 years of work experience. 

According to Table 2, all 33 persons (100%) responded to questions about organizational process, 
leadership, culture, technology and knowledge management measures and completed the 
questionnaires. The case study summery with the total number of population is shown in Table 2. 

Therefore, a total of 33 persons were participated in the sampling, whose gender, age, 
organizational context, and work experience have been indicated in Table 3. 

4.1 Data Analysis and Hypotheses testing 

Hypothesis H1: The role of organizational processes in implementing the knowledge management 
at Saipa organization. 

Table 4 shows the responses for organizational process factor. According to Table 4, 56.9 percent of 
respondents chose the weak (or null) option for organizational processes in implementing the 
knowledge management at SAIPA after sales services organization and 43 percent chose the 
organizational processes in implementing the knowledge management at SAIPA after sales services 
organization as highlight (average - good - excellent). 
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Hypothesis H2: The role of leadership in implementing the knowledge management at SAIPA after 
sales services organization 

Table 5 shows the responses for leadership factor. According to Table 5, 59.1 percent of 
respondents chose the weak option for leadership in implementing the knowledge management at 
SAIPA after sales services organization and 40.9 percent chose the leadership in implementing the 
knowledge management at SAIPA after sales services organization as highlight (average - good - 
excellent). 

Hypothesis H3: The role of culture in implementing the knowledge management at SAIPA after 
sales services organization 

Table 6 shows the responses for culture factor. According to Table 6, 37.6 percent of respondents 
chose the weak option for organizational culture in implementing the knowledge management at 
SAIPA after sales services organization and 62.4 percent chose the technology in implementing the 
knowledge management at SAIPA after sales services organization as highlight (average - good - 
excellent). 

Hypothesis H4: Technology's role in implementing knowledge management at SAIPA after sales 
services organization 

Table 7 shows the responses for technology factor. According to Table 7, 19.7 percent of 
respondents chose the weak option for technology in implementing the knowledge management at 
SAIPA after sales services organization and 80.3 percent chose the technology in implementing the 
knowledge management at SAIPA after sales services organization as highlight (average - good - 
excellent).  

Hypothesis H5: The role of knowledge measurement in implementing knowledge management at 
SAIPA after sales services organization 

Table 8 shows the responses for measuring knowledge factor. According to Table 8, 44.7 percent of 
respondents chose weak or absent options for measuring the knowledge management at SAIPA 
after sales services organization and 55.3 percent chose the knowledge management at SAIPA after 
sales services organization as highlight (average - good - excellent).  

The result of hypotheses testing is illustrated in Table 9. According to the Table 9, key indicators 
for knowledge management in SAIPA organization were evaluated showing that the technology 
factors had the top priority at the organization. Other indicators of culture, measurement, knowledge 
management and leadership processes are in the next priorities.  

The strength points of SAIPA organization is in technology, culture and measuring knowledge 
factors. The process and leadership factors can be improved by organizational processes based on 
knowledge management guidelines and defining new strategies based on knowledge management in 
the organization.   
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5. Conclusion 

In this research we studied factors affecting knowledge management implementation in Saipa sales 
and after sales service organization. The model used in this study was based on Nonaka & Takeuchi 
model. We considered five factors namely organizational process, culture, technology, leadership 
and measuring knowledge and investigated their effects on knowledge management 
implementation. The results indicated that all the selected factors lead to the positive establishment 
and implementation of knowledge management in Saipa organization, where technology had the 
highest impact and leadership had the lowest. 
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Table 1: Summery of Literature Review 

Subjects  Title  Author    
They identified seven key factors including : 
business requirement, architecture and  
landscape, leadership, knowledge, culture, 
continuous learning, developed technology 
infrastructure, organizational knowledge 
processes 

The experiences of 
large companies in 
the field of 
knowledge 
management  

Skyrme and 
Amidon 
(1997) 

1 

1 .The support of senior management;  
2. Expressing the objectives of promoting 
knowledge management.  
3. Connecting the knowledge Management to 
the economic performance of unit.  
4. Multiple channels for knowledge transfer. 
5. Motivating rewards for users of 
Knowledge Management 
6. Knowledge Culture. 
7. Strong technical and organizational 

Common success 
factors among 
successful projects 
of knowledge 
management  

Davenport 
and Lawrence 
(1998) 

2 
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infrastructure; 
8. standard, flexible knowledge structure  
 
1. The need for knowledge management 
strategy with support from senior 
management. 
2. Knowledge top manager with the 
infrastructure of knowledge management, 
3. Repositories as knowledge banks and 
institutional memory; 
4. Systems and knowledge management tools 
5. Rewards to encourage knowledge sharing; 
6. Culture supportive of knowledge 
management. 

Key factors in the 
success of 
knowledge 
management 

Liebowitz 
(1999) 

3  

Management and leadership support of 
culture, information technology, strategy and 
objectives, measurement, organizational 
infrastructure, processes and possibility lies 
on each activity, motivational tools, 
resources, training and education and human 
resources management as critical factors for 
successful knowledge management 
implementation in small and medium size 
organizations. 

Critical success 
factors for 
implementing 
knowledge 
management in 
small and medium 
enterprises 

Wong (2005) 4  

Enablers decisive role in the successful 
implementation of knowledge management in 
small and medium is idolatry compared to 
large organizations with the resources, 
infrastructure and construction can vary 
Finally, the study concluded that the company 
Companies in this type of strategy enablers of 
knowledge management and leadership, top 
management support, organizational culture, 
information technology and human resources 
are . They also enable knowledge 
management has a positive impact on 
organizational performance 

Analyze the 
fundamental role of 
enablers for the 
implementation of 
knowledge 
management within 
the organization 

Yeh et al. 
(2006) 

5  
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Table 2: Case Summery 

 

Table 3: Demographic Features of the Respondents 

gender  position  age  Work experience  
36% 

female  

24% 

manager  

9 %  

less than 30 years 

39% 

Less than 10 years  
64% 

male  

86% 

clerk and expert  
  

91%  

over 30 years  

61% 

Over 10 years  

 

Table 4: Organizational Process Factor 

 

 

 

 



International Journal of Education and Research                                  Vol. 2 No. 7 July 2014 
 

261 
 

 

Table 5: Leadership Factor 

 

Table 6: Culture Factor 

 

 

Table 7: Technology Factor 
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Table 8: Knowledge Measurement Factor 

 

 

Table 9: Hypotheses Testing Results 

Hypotheses  Factors  Results  
H1 Process  43.1  %positive  
H2 Leadership  40.9  %positive  
H3 Culture  62.4  %positive  
H4 Technology  80.3  %positive  
H5 Knowledge 

Measurement  
55.3  %positive  

 

 


