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ABSTRACT 

The objective of the study is to identify the processes of Knowledge Management 

and its impact on corporate competitiveness and performance. The specific 

objective of the study is to develop in line with the findings of the research, a 

framework for KM implementation for the organizations especially in engineering 

manufacturing sector in India. 

A comprehensive review of available literature was done. The review includes 

knowledge management, organizational learning, organizational memory 

systems, management of intangible assets and intellectual property, community 

of practice (COP), lessons learned, best practices, life long learning, strategic 

management, technological issues covering web technology, digital dash boards, 

computer based training, collaborative working, knowledge networks, partnership 

with stakeholders, virtual teams, joint working, knowledge based process and 

organizational issues pertaining to KM implementation, competitiveness and 

corporate performance based on scorecard methodologies. The review helped in 

the identification of the key KM processes and key result areas for 

competitiveness and corporate performance. A balanced measurement scheme 

covering the entire life cycle of KM based on balanced scorecard methodology 

has been developed. 

The principles of flexible systems methodology have been used for the study 

design. The entire study has been divided into three parts, namely the perception 

survey using a purposive sample, macro level empirical study to capture the 

views of managers to test the hypotheses and two case studies covering 

knowledge intensive areas of technology including research and development 

and supply chain management for validating the findings of the questionnaire 

survey. Identification of issues was done through the process of idea engineering 

and perception survey. In the perception survey, the awareness level of 



managers for intellectual capital, KM processes and key result areas for 

competitiveness and corporate performance have been identified. Majority of 

managers believe that intellectual capital is very important for organizational 

performance. 

The questionnaire survey as a part of macro study has been conducted to test 

the hypotheses. The responses from 215 managers from 45 organizations have 

been statistically analyzed using univariate analysis, factor analysis, correlation 

analysis and multiple regression analysis. Hypotheses that KM leads to 

competitiveness and corporate performance have been tested. 

Two case studies have been carried out in Sona Koyo Steering Systems Ltd and 

Alpha Ltd at micro level in two knowledge intensive areas of technology and 

R&D management and supply chain management mainly to study the key 

processes of KM, implementation issues and their effect on organizational 

competitiveness and performance. Each case has been comprehensively 

analyzed and synthesized using SAP-LAP framework of flexible systems 

methodology. The !earnings from questionnaire and case studies have been 

synthesized for developing a framework for KM implementation for improved 

competitiveness and corporate performance. People centric policies supported 

by collaborative processes and enabling information technology infrastructure are 

central to a meaningful KM strategy. 

The study is likely to be found useful to practicing managers in the industry, 

management consulting organizations and academicians from information 

systems and management science and others dealing with organizational design 

and performance. The study could provide a basis to initiate a meaningful and 

effective framework for KM implementation in organizations. 

ii 



CONTENTS 

Page No. 
Abstract 

List of Figures 	 xii 

List of Tables 	 xiv 

List of Appendices 	 xvi 

Abbreviations 	 xvii 

CHAPTER 1 INTRODUCTION TO THE STUDY 

1.1 	Introduction 	 1 

1.2 	Indian Scenario 	 4 
1.3 	Need for the Study and Research Questions 	 6 

1.4 	Objectives of the Research Study 	 7 

1.5 	Issues of the Study 	 8 

1.6 	Scope of the Study 	 11 

1.7 	Methodology of the Study 	 11 

1.8 	Organization of the Thesis 	 12 

1.9 	Concluding Remarks 	 16 

CHAPTER 2 COMPETITIVE ADVANTAGE THROUGH KNOWLEDGE 
MANAGEMENT — A REVIEW OF LITERATURE 

2.1 	Introduction 	 18 

2.2 	Knowledge Economy 	 18 

2.3 	Knowledge and Knowledge Management 	 20 

2.4 	Technology Dimension of KM 	 25 

2.5 	People Dimension of KM 	 29 

2.5.1 KM is Social Construct 	 30 

2.5.2 Organizational Learning for KM 	 32 

2.6 	Process Dimension of KM 	 35 

2.6.1 Collaborative Processes for KM 	 36 

2.6.2 Integration of KM with Ongoing Initiatives 	 38 

2.6.3 Strategy and Top Management Commitment 	 39 

2.6.4 Strategic Alliances for KM 	 43 

2.6.5 Flexibility for KM 	 46 

iii 



2.7 	Performance Dimension of KM 	 48 

2.7.1 KM for Competitive Advantage 	 50 

2.7.2 KM for Corporate Performance 	 53 

2.8 	Areas for Further Work 	 54 

2.9 	Concluding Remarks 	 55 

CHAPTER 3 EVOLUTION OF RESEARCH DESIGN 

3.1 	Introduction 	 56 

3.2 	Problem Conceptualization 	 56 

3.2.1 Brainstorming and Idea Engineering Exercise 	 57 

3.2.2 Issues of the Study 	 59 

3.2.3 Problem Attributes 	 64 

3.2.4 Identification of Variables 	 66 

3.3 	Guiding Hypotheses 	 67 

3.3.1 Construct of KM 	 67 

3.3.2 Micro Hypotheses 	 68 

3.4 	Research Propositions 	 68 

3.5 	Design of Research Methodology 	 70 

3.5.1 Methodology for the Macro Study 	 70 

3.5.2 Methodology for the Micro Study 	 71 

3.6 	Concluding Remarks 	 74 

CHAPTER 4 MEASUREMENT METRIC FOR KNOWLEDGE 
MANAGEMENT INITIATIVES FOR COMPETITIVENESS 
AND CORPORATE PERFORMANCE 

4.1 	Introduction 	 75 

4.2 	Measurement Schemes for Intellectual Capital 	 76 

4.2.1 Limitations of Traditional Financial Accounting Measures 	78 

4.3 	Development of Balanced Metrics for Total Life Cycle of KM 	80 

4.3.1 Metrics for Project Identification 	 84 
4.3.2 Classify Knowledge in Strategic Areas 	 85 
4.3.3 Metrics for Effective Implementation 	 86 
4.3.4 Metrics for Extended Business Results 	 90 
4.4 	Balanced Measurement Scheme 	 91 
4.4.1 Measure Against a Benchmark 	 92 

iv 



4.4.2 Measure the Business Value 	 92 
4.4.3 Measure the Retention of Knowledge 	 92 
4.4.4 Measure the Cultural Impact 	 93 
4.4.5 Develop Measurement Systems to Assist in Benchmarking 	94 

Efforts 

4.5 	Concluding Remarks 	 98 

CHAPTER 5 SURVEY OF KM INITIATIVES AND ORGANIZATIONAL 
RESULTS 

5.1 	Introduction 	 100 
5.2 	Perception Survey 	 100 

5.2.1 Results of Perception Survey 	 101 
5.3 	Learning from the Perception Survey 	 104 
5.4 	Questionnaire Survey 	 109 

5.4.1 Selection of Variables of the Study 	 110 

5.4.2 Validation of the Questionnaire 	 111 

5.5 	Learning from the Questionnaire Survey 	 112 

5.5.1 Factor Analysis 	 113 

5.5.2 Univariate Analysis 	 113 

5.5.3 Bivariate Analysis 	 117 

5.5.4 Stepwise Regression Analysis 	 123 
5.6 	Testing of Hypotheses 	 124 

5.7 	Concluding Remarks 	 125 

CHAPTER 6 LONGITUDINAL STUDY OF THE IMPLEMENTATION OF 
KM AT SONA KOYO STEERING SYSTEMS LTD. 

6.1 	Introduction 	 126 

6.2 	Indian Automobile Industry 	 127 

6.3 	New Emerging Technologies in the Auto Sector 	 128 

6.4 	Present Status of SKSSL 	 130 

6.4.1 Background of the Company 	 130 

6.4.2 Product Profile and Competitors 	 131 

6.4.3 Major Customers 	 132 

6.4.4 Vision 2001 	 132 

v 



6.4.5 Organization Structure 	 133 

6.4.6 Quality Policy 	 133 

6.4.7 Performance Parameters 	 134 

6.4.8 Growth 	 134 

6.5 	Human Resource Dimension of KM 	 136 

6.5.1 Continuous Learning through Training and Development 	136 

6.5.2 Performance Management of Employees 	 136 

6.5.3 Top Management Commitment for Learning 	 138 

6.5.4 Culture for KM 	 138 

6.5.5 Participative Management 	 140 

6.6 	Process Dimension of KM 	 140 

6.6.1 Toyota Production System 	 140 

6.6.2 Total Quality Management 	 141 

6.6.3 Total Productive Maintenance 	 141 

6.6.4 Koyo Production System 	 141 

6.6.5 Group Kaizen Activities 	 142 

6.6.6 Internal Communication Processes for Knowledge Sharing 	142 

6.6.7 ISO 9002 	 143 

6.6.8 Enterprise Resource Planning 	 143 

6.6.9 Environment Management Systems 	 143 

6.6.10 Technical Training Process 	 143 

6.6.11 Membership of Trade Associations and Professional Bodies 	143 

6.7 	Technology Dimension of KM 	 144 

6.7.1 Hardware Infrastructure Facility 	 144 

6.7.2 Software Infrastructure Facility 	 144 

6.7.3 Communication Infrastructure Facility 	 145 

6.7.4 Collaborative Product Development Initiatives 	 146 

6.7.5 Status of Content Capture Process 	 148 

6.8 	Launch of KM Initiative 	 148 

6.8.1 Technology Centric Approach to Implementation of KM 	148 
Initiative 

6.8.2 Design Workshop for KM 	 150 

vi 



6.8.3 Survey of KM Level 	 153 
6.9 	KM Perspective of Supply Chain Management 	 155 
6.9.1 Bonding through Equity Stake by Customers 	 155 
6.9.2 Buying of Components from Sister Concerns 	 155 

6.9.3 Plants in Physical Proximity to Major Customers and 	 156 
Suppliers 

6.9.4 Best Suppliers Award 	 156 
6.10 KM Perspective of R&D and Technology Management 	156 

6.10.1 Transfer of Tacit and Explicit Knowledge from Collaborator 	156 

6.10.2 Setting up of CAD Developmental Centre 	 159 
6.10.3 Knowledge Creation by Joint Working with Institutes of 	159 

Excellence 

6.11 Performance Dimension of KM 	 160 
6.12 SAP-LAP Analysis and Synthesis 	 160 
6.12.1 SAP Analysis 	 160 

6.12.2 LAP Synthesis 	 163 
6.13 Key Learning Issues 	 167 
6.14 Concluding Remarks 	 169 

CHAPTER 7 KM PROCESSES IN ALPHA FOR IMPROVED 
CORPORATE PERFORMANCE 

7.1 	Introduction 	 170 

7.2 	Genesis for Setting up the Alpha 	 171 

7.3 	Present Status 	 174 
7.3.1 The Organization Setup 	 174 

7.3.2 Major Manufacturing Plants and their Products 	 175 

7.3.3 Performance Highlights 	 175 

7.3.4 Future Outlook 	 176 

7.3.5 Vision, Mission and Values 	 177 

7.4 	Process Dimension of KM 	 177 

7.4.1 Knowledge from External Sources through Environment 	177 
Scanning 

7.4.2 Certification to ISO 9000 Series Standards 	 179 

7.4.3 Total Quality Management for Business Excellence 	 179 

vii 



7.4.4 Six Sigma 	 180 

7.4.5 IT Initiatives for Collaborative Working 	 180 

7.4.6 Publication of Important Documents and News Letters 	182 

7.4.7 Knowledge Sharing Forums 	 182 

7.4.8 Continuous Improvements involving Employees at 	 183 
Work Place 

7.4.9 Activity Based Costing and Management 	 183 

7.5 	People Dimension of KM 	 183 

7.5.1 Feedback and Counseling through Performance 	 184 
Management System 

7.5.2 Career Path Modeling and Succession Planning 	 184 

7.5.3 Special Awards and Incentives for Performance 	 184 

7.5.4 Environment Management Systems 	 184 

7.5.5 Occupational Health and Safety 	 185 

7.5.6 Think Tanks 	 185 

7.5.7 Continuous Learning through Training and Retraining of 	185 
Employees 

7.5.8 HRD Movement in Alpha 	 186 

7.5.9 Induction Process of Professional Talent 	 187 

7.5.10 Participation in Professional Bodies, Conferences and 	188 
Seminars 

7.5.11 Group Knowledge at Grass Route Level through 	 188 
Quality Circles 

7.5.12 Knowledge Creation by Suggestion Schemes 	 189 

7.5.13 Facilitation for Sharing and Learning 	 190 

7.5.14 Exit Interview System 	 191 

7.5.15 Communication Networks for Knowledge Sharing 	 192 

7.6 	Technology Dimension of KM 	 194 

7.6.1 Growth of IT and Communication Infrastructure 	 194 

7.7 	Business Knowledge from External Organizations 	 196 

7.8 	Supply Chain Management 	 202 

7.8.1 Suppliers are Source of Valuable Knowledge 	 202 

7.8.2 Building Industry Specific Knowledge through 	 203 
External Partners 

viii 



7.8.3 Performance Review and Induction of New Suppliers 	 205 
7.8.4 Preparation of Product Material Directory 	 206 
7.8.5 Customer Involvement for Valuable Knowledge and Purpose 	207 
7.8.6 Strategic Joint Ventures 	 209 
7.8.7 Application of IT in SCM 	 209 
7.8.8 Vertical Integration for Critical Materials 	 210 

7.8.9 Subscription to Domain Specific Knowledge in Library 	210 
7.8.10 Material Management Heads Meet 	 211 
7.9 	R&D and Technology Management 	 211 

7.9.1 Technology Management Over the Years 	 211 
7.9.2 R&D setup 	 212 
7.9.3 Engineering Organization 	 214 

7.9.4 Knowledge Mediators, Integrators and Coordinators 	 214 
7.9.5 International Cooperation for Joint R&D Projects 	 215 

7.9.6 R&D Organizes Advanced Training Programs for Engineers 	216 
7.9.7 Setting up of Specialized Institutes and Laboratories 	 216 
7.9.8 Technology Policy of Alpha 	 216 
7.9.9 User Involvement in Joint Product Development 	 217 

7.9.10 Various Knowledge Integrating Committees in Operation 	218 
7.9.11 Strategy and Process of Updating Technology 	 220 
7.9.12 IT Enabled KM 	 225 

7.9.13 Employees with Advance Educational Background 	 226 

7.9.14 Technology Day Celebration 	 226 

7.9.15 R&D Expenditure and Commercialization of R&D Products 	226 
7.10 Performance Dimension of KM 	 227 

7.10.1 Performance vis-a-vis Memorandum of Understanding 	227 
7.10.2 Rewards and Recognition 	 228 
7.10.3 Performance Dimension of KM in SCM 	 228 

7.10.4 Performance Dimension of KM in 	 229 
Technology Management and R&D 

7.10.5 Measurement of Results of KM initiatives 	 232 

7.11 Dynamic SAP-LAP Analysis and Synthesis 	 234 

ix 



7.11.1 Dynamic SAP Analysis 	 234 

7.11.2 LAP Synthesis 	 240 

7.12 Key Learning Issues 	 242 

7.13 Concluding Remarks 	 245 

CHAPTER 8 SYNTHESIS OF THE STUDY AND FRAMEWORK FOR KM 

8.1 	Introduction 	 247 

8.2 	Learning from Perception Survey 	 247 

8.3 	Learning from Questionnaire Survey 	 248 

8.4 	Learning from the Micro Study (Case Studies) 	 249 

8.4.1 Key Factors of KM in the Organizations 	 249 

8.4.2 KM for Competitive Advantage and Corporate Performance 	253 

8.5 	Synthesis of Learning Issues 	 253 

8.6 	Proposed Framework for KM 	 263 

8.6.1 Knowledge is a Strategic Resource 	 264 

8.6.2 Development of People Centric Policies for Creativity and 	265 
Commitment 

8.6.3 Readiness for Change 	 266 

8.6.4 Formalization of KM Concept 	 268 

8.6.5 Top Management Commitment for Culture of Sharing 	268 

8.6.6 Dynamic and Empowered Teaming 	 269 

8.6.7 Management of Intellectual Resources 	 270 

8.6.8 Regulation and Compliance of KM Policies 	 271 

8.6.9 Technology Dimension of KM Facilitating Capture, Classify, 	271 
Retrieval, Measure, Collaboration and Communication 

8.6.10 Life long learning through Training, Alliances and Developing 	272 
Insights through use of DSS and Business Intelligence Tools 

8.6.11 Alliances, Joint Working and and Networking with Partners 	273 

8.7 	Concluding Remarks 	 274 

CHAPTER 9 RECOMMENDATIONS AND CONCLUSIONS 

9.1 	Introduction 	 275 

9.2 Recommendations 	 275 

9.3 	Significant Research Contributions 	 280 

x 



	

9.4 	Limitations of the Study 	 281 

	

9.5 	Study is Relevant to Whom 	 282 

	

9.6 	Suggestions for Further Work 	 283 

	

9.7 	Concluding Remarks 	 283 

REFERENCES 

APPENDICES 

GLOSSARY 

CURRICULUM VITAE 

xi 


