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The aim of this research study is to examine how Knowledge Intensive Organizations (KIOs) in Greece , such as IT Development, IT Consultancy and Solution Provider Companies as well as Financial Services Companies, perceive and put in practice various core concepts related to Knowledge Management, such as Knowledge Management (KM) Strategies, KM Processes and KM Technology Systems. Another key aim of this project is to examine if Knowledge Intensive Organizations in Greece use Knowledge Management successfully. 

We are going to introduce key concepts related to Knowledge Management in order our audience understands the meaning of Knowledge Management. For instance, we will begin our presentation by describing the meaning of Knowledge Management and the reasons that modern organizations use KM. A definition of Knowledge Management is the following: “Successful knowledge management applies a set of approaches to organizational knowledge-including its creation, collection, codification, personalization and dissemination-leading to achievement of corporate goals, meeting performance targets and implementation of business-wide strategies in support of those objectives” (Yu, 2000).  The reasons that modern organizations put special emphasis on the importance of KM are the external forces of market convergence (such as the necessity of speed and reduction of crucial time, the need for continual development, etc.), and the changes on the internal level of the organization. Furthermore, we will describe synoptically the core concepts related to KM, namely the KM Strategy, KM Processes and KM Technology Systems. More specific, we will describe the meaning of Knowledge Management Strategy as well as the two basic types of Knowledge Management Strategies; the codification strategy and the personalization strategy. The codification strategy is based on the computer. In contrary, in personalization strategy knowledge is tightly connected with individual who developed it and it shared mainly through personal contact (Hansen, 1999).   In addition, we will outline synoptically the main Knowledge Management Processes, such as Knowledge Acquisition, Knowledge Codification, Knowledge Creation and Knowledge Transfer. For instance, Knowledge Acquisition Process involves the recognition of knowledge needs, the collection and import of knowledge assets.   The goal of knowledge codification process is to put organizational knowledge into a form that makes it accessible to those who need it. The knowledge creation process consists of all the activities intended to produce new knowledge both at the individual and the collective level. At this point we may present Nonaka and Takeuchi four models of knowledge conversion (namely, socialization, externalization, internalization and combination). Finally, knowledge transfer concludes mechanisms for knowledge asset distribution, schemes, the commercialization of existing knowledge. The last but not the least, we will implement synoptically the main IT Systems that organization use for knowledge distribution, knowledge creation, knowledge use and knowledge capture and codification (such as Office Automation Systems, groupware, artificial intelligence systems, etc.).

The most interesting part of our project was the primary research we carried out about the successful utilization of KM by Knowledge Intensive Organizations in Greece. Our primary research was carried out through the use of questionnaires and semi-structured interviews.  Some interesting outcomes arise by the qualitative analysis of semi-structured interviews are the following: 

1) Knowledge Intensive Organizations use Knowledge Management because a) they want to achieve their strategic goals such as to improve their competitive advantage, improve efficiency, to increase their profits, etc, b) they want to benefit by Knowledge Management Processes, and c) they desire to increase their employee’s competence and skills. 

2) There are organizations that don’t implement a KM Strategy.

3)  There are organizations that don’t use any methods and tools for measuring their KM Strategy. This is a factor indicating that organizations don’t implement their KM Strategy successfully. 

4)  Organizations acquire knowledge successfully. Some examples of knowledge acquisitions that implemented successfully in organizations are the following: a) employ/hire individuals with specialized knowledge, b) training/learning, c) acquisitions/mergers, etc.

5) Organizations codify knowledge through the following ways: a) use key business objects/concepts (such as “products”, “customer/services”), b) according to business process (such as Human Resource Management, Project Management, etc.), c) use knowledge maps, d) use existing typologies/ knowledge that already codified/explicit. However there are organizations that they don’t codify knowledge.

6) Organizations create new knowledge by converting tacit into explicit knowledge by the following ways: a) use models, b) on the job training, c) dialogue/knowledge exchange. However, there are organizations that they don’t have systematic processes for converting tacit knowledge into explicit.

7)   Organizations use the appropriate organizational and technology systems mechanisms for transferring knowledge. Organizations we interviewed use the following infrastructure for tacit knowledge transfer: a) groupware, b) face-to-face meeting, c) training etc. Furthermore, the infrastructure of explicit knowledge transfer that organization we interviewed used is the following: a) e-mail, b) intranet, c) document distribution, etc.

8)   Organizations use some basic technologies and IT Systems for implementing KM successfully, such as intranet, collaboration services, groupware systems, knowledge creation tools, search and retrieval services etc.

9) The majority of organizations don’t use any system for knowledge creation.

10)  Organizations don’t use artificial intelligence systems for capturing and codifying knowledge

11)   The benefits arising by the exploitation of knowledge in organizations can be categorized into the following main categories: a) Benefits arising by the achievement of strategic goals, such as the increase of productivity, the improvement of services provided to customers, the improvement of the organization’s efficiency, the increase of profits, etc. b) Benefits arising by the implementation of KM Strategy, such as the improvement of employee’s skills, and c) the benefits arising by the implementation of KM Processes.

12)  The factors that have helped the organization we interviewed on implementing KM successfully are the following: a) senior management support, b) appropriate technological infrastructure, c) knowledge enriching culture, d) systematic KM Processes, and e) employee’s competence and skills.

In order to analyze and interpret the primary research data collected through questionnaires, we used the statistical program SPSS for Windows release 13. More specific we used the following statistical methods for analyzing our data: 1) frequencies of the categorical variables, 2) the mean, median, mode and standard deviation of the continuous variables, 3) crosstabulations, and 4) correlations. We used the frequencies in order to measure the number of times the different values of a variable are appeared in data. Several interesting results have emerged out of the analysis of data through the use of frequencies, such as the following: 

· The majority of respondents supported that the aim of their organizations KM Strategy is to make knowledge accessible in the organizations. 

· The majority of the respondents (44.4 %) supported that they have access on knowledge that exist in their organizations. In the following table and bar chart we can see the frequencies related to how much access have the respondents to knowledge assets that exist in their organization.
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· The most of the respondents (87 %) supported that the knowledge initiatives aligned with the overall vision, strategy, and objectives of the organization.
· The major part of the respondents (68.5 %) supported that their organization  
     implement a personalization strategy. In the following table, we present the types 

     of Knowledge Management Strategies and the percent that corresponds to each 

     type of KM Strategies.

	Types of Knowledge Management Strategies
	Frequency
	Valid Percent

	Codification Strategy
	28
	51.9

	Personalization Strategy
	37
	68.5

	Other
	5
	9.3


· The most frequent problem that organizations face through the implementation of their KM Strategy is that there is not an IT System which can transfer exactly the knowledge embedded in human’s mind. 
· The majority of the respondents supported that they “Mildly Agree” to the following statement: “My organization uses the appropriate technological infrastructure for implementing a knowledge management strategy”.

· The most of the respondents supported that they “Mildly Agree” to the following statement: “There is a knowledge enriching culture in my organization”.

· The majority of the organizations don’t use any system for knowledge creation. More specific in the following table and bar chart we can see the frequencies related to the systems organizations use for knowledge creation.
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· The major part of the respondents who answered the questionnaires supported that their organizations don’t use any system for capturing and codifying knowledge.
· Organizations don’t use artificial intelligence applications for knowledge codification. This means that tacit knowledge is not codified.
· The majority of the respondents (77.8 %) supported that their organizations have not created a set of knowledge roles and skills. In the following table and bar chart we can see the frequencies related to organizations that have or not created a set of knowledge roles and skills. 
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As we mentioned above another statistical method that we used for analyzing our primary data was the crosstabulation. This method examines the relation between two or more variables. Several interesting results have emerged out of the analysis of our primary data through crosstabulation. For example, there is a weak significant relation between the knowledge roles and skills and the km success. This means that organizations which have created a set of knowledge roles and skills tend to use KM successfully. In addition, there is a significant relation between the successful knowledge management technological infrastructure and the successful use of KM in organizations. This means that organizations that use the appropriate KM technological infrastructure use KM successfully. In the following two tables we can see the significant relation between the KM technological infrastructure and KM success.
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Another statistical method that we used for analyzing our primary data was correlations. Some interesting outcomes are the following: 

1) Organizations that have knowledge enriching cultures, implement KM successfully. As we can see in the following table the correlation coefficient is – 0.279, which is statistically significant (p-value=0.046<0.05). This means that there is a negative relationship between the knowledge enriching culture and the successful implementation of KM. ; low values of the knowledge enriching culture (strongly or mildly agree) correspond to high values of the variables “successful implementation of KM” (successful implementation)
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2) Organizations that have the appropriate technological infrastructure tend to implement KM Strategy successfully. In the following table we see that the correlation coefficient r=0.273 is weakly statistically significant (0.05<p-value<0.10). This means that there is a positive relationship between the technological infrastructure and the successful implementation of KM Strategy. Respondents who answer with high values on technological infrastructure also tend to answer with high values on successful implementation of KM Strategy.
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3)  There is not significant relation between “the links to business strategy” and the successful implementation of KM Strategy. This happens because (see the following table) the correlation coefficient is 0.033, which is not statistically significant (p-value=0.842>0.05).
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4) There is a negative relationship between the knowledge access and the successful implementation of KM Strategy; low values of the knowledge access (no access or partial access) correspond to high values of the variables “successful implementation of KM Strategy” (unsuccessful or partial successful implementation), etc. In the following table we can see that the correlation coefficient is -0.385, which is statistically significant (p-value=0.008<0.05).
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Finally, we are going to present synoptically some general results of our research regarding the successful and unsuccessful utilization of KM by Knowledge Intensive Organizations. For instance, some interesting results of our research indicating that Knowledge Intensive Organizations use KM successfully are the following:

· There is a knowledge enriching culture in organizations, which is a factor indicating that they implement successfully KM.

· Organizations use the appropriate technological infrastructure for implementing KM Strategy successfully.

· Organizations which have created a set of knowledge roles and skills to do the work of capturing, distributing, and using knowledge, implement Knowledge Management successfully.
· Respondents supported that they have access on knowledge that exists in their organizations. This means that organizations have managed to achieve the aim of their KM Strategy, which is to make knowledge accessible in the organization. Therefore, organizations implement successfully their KM Strategy.

· Organizations have considered that the knowledge management technological infrastructure is not the only factor for implementing KM successfully. This is very important because organizations may use the appropriate technological but not implement KM successfully. This happens because the successful implementation of KM by organizations is affected by other factors, such as the senior management support, the knowledge enriching culture, etc.

· Organizations have systematic processes for acquiring knowledge. Knowledge Management Processes is an important element of Knowledge Management Infrastructure.

Several interesting results have emerged out regarding the unsuccessful utilization of KM by Knowledge Intensive Organizations. For example:

· Respondents believe that the “links to business strategy” is not a factor that helps their organizations on implementing KM successfully. However, the alignment of knowledge initiatives with the overall vision, strategy and objectives of organizations is a factor indicating that the organization implements successfully their KM Strategy and thus KM.
· Organizations don’t have any systems for creating new knowledge or for connecting new knowledge with the knowledge that already exists in their organizations.
· Few of organizations use systems for capturing and codifying knowledge.
· Almost none of the organizations we researched use artificial intelligence systems.  Therefore, tacit knowledge is not captured and codified. This means that when the experts leave the organization, the knowledge is lost.

· Most of the organizations have not created a set of knowledge roles and skills to do the work of capturing, distributing, and using knowledge. This means that organizations have not built an organizational infrastructure for KM, which is an important factor for implementing KM successfully.

· Most of the organizations have met obstacles regarding the knowledge transfer. However, knowledge transfer is an important factor that helps organizations on implementing KM successfully. 

· The majority of the respondents supported that a major problem arising by their organization’s KM Strategy is that no IT System can transfer exactly the knowledge embedded in human minds. 

In conclusion, we will present some useful guidelines in order to help KIOs put in practice KM more successfully in the future. For instance:

· Knowledge initiative should be aligned with the overall vision, strategy, and objectives of their organizations.
· They should use methods and tolls for measuring their KM Strategy.

· They should build an organizational infrastructure for implementing KM successfully. This means that they should create a set of knowledge roles and rules (such as Chief Knowledge Officer, Knowledge Manager, Knowledge Analyst, etc.) to do the work of capturing, distributing, and using knowledge.

· They should develop processes that enhance knowledge creation. 

· They should develop systematic processes for codifying knowledge. By this way tacit knowledge will not be lost when the experts leave the organization. Probably they can create knowledge maps.

· Knowledge transfer in their organizations will be successful if they: 1) create a common ground between participants through training and conversation, 2) establish times for knowledge transfer, 3) enhance knowledge sharing (create a knowledge enriching culture), and 4) use the appropriate technology for transferring knowledge

· They can improve their Knowledge Management Technological infrastructure by using IT Systems for knowledge creation as well as IT Systems for codifying and capturing knowledge.

Finally, interesting future research recommendations will conclude this presentation. For instance, researchers may find interesting to examine the following key areas related to Knowledge Management in the future:

· The successful implementation of KM Strategy by Knowledge Intensive Organizations: It will be interesting for the researchers if KIOs will have improved the implementation of their KM Strategy mainly in the following two areas: a) if they use methods and tools for measuring their KM Strategy, b) if they link knowledge initiatives with their overall vision, strategy and objectives.

· Implementation of KM Processes by KIOs: Researchers can examine if KIOs will have improved their KM Processes.

·  Technological and organizational infrastructure for supporting KM by KIOs: Researchers can examine if organizations have created a set of knowledge roles and skills to do the work of capturing, distributing, and using knowledge. In addition, they can examine if organizations will have improved their technological KM infrastructure; for instance if they use knowledge creation systems or artificial intelligence applications.
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