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ABSTRACT
The purpose of this study is to develop a knowledge management (KM) readiness
framework to implement KM initiatives in small and medium-sized enterprises (SMEs)
in Vietnam based on the knowledge management capability (KMC) and organizational
learning (OL) capability frameworks developed by Gold et al. (2001) and Jerez-Gomez et
al. (2005), respectively. The study’s research questions focus on the impact of KMC and
OL on knowledge management system (KMS) implementation in these organizations.
Following a quantitative methodology that applied a correlational research design and an
online survey, questionnaires were structured and designed to collect the KMS
implementation experiences of selected SMEs with under 300 employees in Vietnam.
Disproportionate stratified sampling indicated that the selected SMEs could reflect the
state of KMS implementation and the limitations on KMS projects in the country.
Structural equations modeling was conducted among the latent constructs to test the
proposed causal relationships between variables. The finding indicates that social factors
such as management commitment and user involvement create an innovation culture and
are vital elements when implementing KMS in SMEs. It is recommended that an
assessment of both technical and social factors related to KM initiatives be conducted to
achieve a more successful KMS implementation. This study’s proposed model of KM
readiness could serve as a practical framework for SMEs in developing countries to better
prepare to develop and implement KM initiatives.

xi

CHAPTER 1: INTRODUCTION
In the information age, organizations must deal with the constant changes caused
by internal and external factors such as employee turnover, technology advancement, or
pressure from competitors. To retain their appearance and grow within markets,
organizations must seek a long-term strategy to cope with future challenges and
uncertainty. Knowledge management (KM) is one of the essential strategies to gain a
sustainable competitive advantage. As Rahimli (2012) confirmed in his study about KM
and competitive advantage, knowledge is a fundamental principle of sustainable
competitive advantage; the innovative knowledge improved today will become the core
knowledge of tomorrow. Besides the effectiveness of knowledge transfer, KM also helps
organizations deal with other critical issues such as competition, customer focus, mobile
employee challenges, or global imperative.
Knowledge management systems (KMS) have been considered the most difficult
to implement in organizations of any size but especially in small and medium-sized
enterprises (SMEs) in developing countries, which are generally short on resources such
as budget, technology availability and expertise, or labor (Omotayo, 2015). This study
tries to identify the knowledge management capability (KMC) and organizational
learning (OL) in which SMEs in Vietnam need to invest to achieve success in KMS
adoption. By examining the correlation between KM factors and KMS adoption, this
study will help SMEs develop and implement KMS more successfully under the
constraints of limited organizational resources.
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Study Background/Foundation
Knowledge can be identified as the intangible asset of an organization. It can be
categorized into information and knowledge capital, intellectual property, and human
capital, and as it allows an organization to remain competitive, it must be protected from
competitors (Davenport & Prusak, 1998). In general, two kinds of knowledge are
structured and transformed from data and information acquired by organizational
activities: explicit knowledge, or know-what/know-why, could be described and encoded
in text, document, or other media (Nonaka & Toyama, 2015); conversely, tacit
knowledge, or know-how/know-who, is difficult to codify in documents and belongs to
employees associated with a specific context and work (Polanyi, 1967). Tacit knowledge
is hard to document but highly functional and extremely useful in business operations.
The KM discipline has evolved over the last two decades to support the transfer
processes of explicit and tacit knowledge. Teece (1998) proposed the main practice of
KM processes, which include the creation, transfer, assembly, integration, and
exploration of knowledge. Similarly, Staab et al. (2001) established a knowledge process
cycle that involves the creation, capturing, retrieval, and use of knowledge.
KM is the systematic process of identifying, acquiring, and transferring
information and knowledge so that people can use it to compete and innovate. KM
involves most of the organizational assets, such as employees, processes and activities,
technology, and culture. In addition, KM requires a combination of business awareness,
creative attitudes and practices, business systems, policies, and procedures to release an
organization’s power of information, knowledge, and wisdom (Mehrabani & Shajari,
2012). KM is also critical to promoting innovation and OL in the workplace (Noruzy et
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al., 2013), and it is therefore influenced by both technical and social factors in
organizations.
Current State of the Field in Which the Problem Exists
According to the Organization for Economic Co-operation and Development
(OECD, 2019), SMEs account for almost 99% of the firms in OECD countries, and their
contributions to regional economies reach almost 75%. In developing countries, SMEs
have the most influential roles in job creation, GDP contribution, venture creation, and
entrepreneurship (Mrva & Stachová, 2014). Moreover, because of their small size, they
can easily respond and adapt more quickly to environmental changes such as technology
change, market adjustment, and so on.
Due to their tight budget and limit on other resources, SMEs usually compete in
the market using their knowledge of the field, generally looking for efficiency and
effectiveness in their business operations. In SMEs, leveraging knowledge plays an
important role in keeping them moving forward; having knowledge is one thing, but
using it effectively toward the organizational strategy is another (Desouza & Awazu,
2006). Therefore, KM, which involves creating, transferring, and exploring knowledge, is
a critical factor in SMEs’ survival.
Historical Background
Many studies have mentioned that assessing KM readiness or KM capabilities
could serve as a guideline for planning and implementing KM initiatives in SMEs (Holt
et al., 2007). Both KM readiness and KMC were interchangeably used in KM research to
indicate the preconditions or requirements for KM implementation of organizational
settings. To develop an appropriate plan according to the organizational conditions,
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Mohammadi et al. (2009) stated that it is particularly important to measure KM readiness
in terms of culture, process, and information technology (IT). While Gold et al. (2001)
defined the KMCs of an organization based on infrastructure and processes capabilities,
they also developed a framework for measuring KMCs, which are mainly used in more
recent studies to assess the organizational conditions for implementing KMS.
In addition to the technical requirements such as IT infrastructure or processes,
the implementation of KMS also requires to consider social factors such as culture and
OL. Yew Wong and Aspinwall (2005) conducted an empirical study on KM adoption in
the SME sector, synthesizing a list of 11 critical success factors to analyze the
organizational preconditions for KMS adoption. They recommended that social factors
such as a knowledge-oriented culture, openness, trust, and collaboration should be
promoted to boost the success of KMS implementation in the SME sector.
Deficiencies in the Evidence
To develop an appropriate strategy to implement KMS, organizational leadership
need to know what preconditions or capabilities they should have to achieve a successful
KMS adoption. Recent studies in the KM discipline confirmed that KMCs such as
infrastructure or process essentially affect KMS adoption. A question may be raised
about whether any other factors, in addition to the technical factors, also impact this
system’s implementation. A few practical KM studies have suggested that OL factors
could affect the integrated processes of KMS into business operations. Because KMS is
also a type of information system, it is important to consider taking a sociotechnical
approach to implement this system (Assegaff & Hussin, 2012). Therefore, a study of both
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KM capabilities and OL factors should be conducted to help SMEs be better prepared to
implement KMS.
Problem Statement
A KMS is considered the most difficult system to deploy in organizations due to
its relationship to not only the system itself but, more importantly, end-user engagement
and organizational culture (Omotayo, 2015). Because of the lack of support for a strong
theoretical foundation to implement KMS, many organizations still struggle with KM and
fail in their endeavors to realize its full potential (Wong & Aspinwall, 2004). Therefore,
KM needs a systematic approach to develop capabilities that accelerate the evolution of
knowledge into a key organizational resource. Nevertheless, the current problem is
organizations’ existing lack of KM readiness to implement KMS.
In general, SMEs in developing countries such as Vietnam face many barriers
from internal and external environments, such as management competency, innovation
and technology, finance, and human resources (JICA, 2019). Due to limits on
organizational resources, SMEs usually aim for efficiency and effectiveness in their
business operations as well as effective strategies to be more competitive in their markets,
and KM is an effective strategy to manage their core competency—knowledge.
Therefore, SMEs in developing countries in general and in Vietnam more specifically
need a complete and empirical framework to implement KMS. A KMS requires both
technical and social capabilities to be successfully implemented, and a gap exists in the
current research about when an organization—especially an SME—should be ready to
deploy a KMS or what must be improved to achieve the success of KMS implementation.
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The KM literature recommends that further studies on KM practice assess both
the technical and social factors of organizations before implementing this system. Being
validated by many KM studies such as Ragab and Arisha (2013), Gharakhani and
Mousakhani (2012), and Nguyen et al. (2019), KMC comprising organization
infrastructures and processes has been quantitatively used to assess the technical factors
when implementing KMS. Moreover, an OL and innovation culture associated with
openness, trust, or collaboration can also boost the effectiveness of KMS in the
workplace. These social factors support knowledge transfer processes and employee
involvement, which are critical to KMS adoption and its effectiveness in the
organizational system, as Liao et al. (2017) stated in their study on absorptive capacity,
knowledge transfer, and OL. The main goal here is to determine the minimum
requirements for both the technical and social readiness of firms to implement KMS.
The specific problem to overcome is the existing need related to the
organizational requirements of SMEs that are missing and that must to be in place in
Vietnam for a successful KMS implementation, such as KMC and OL.
Audience
The sample comprised SMEs in Vietnam that have implemented KM initiatives
into their business operations. According to the Vietnam Decree 55/2009/ND-CP
regarding the definition of SMEs, these are establishments that have registered their
business and have fewer than 300 laborers for agriculture, industry, and fishery-related
businesses or under 100 employees for trading and service firms. Using a stratified
random sampling method, SMEs were split into groups based on their business
performances in their market and their growth rate. These two factors reflected the reality
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of SMEs’ business operations, thus giving insights into how KMS affect organizations’
performance. Due to the limited number of KMS projects in SMEs in Vietnam (Pham &
Nguyen, 2017), the members of each group were chosen using disproportionate stratified
sampling to ensure that the sample reflected the current state of SMEs’ KMS
implementation in the target country. Other audiences, such as KM researchers or
practitioners, might have an interest in the outcome of this study as it is expected to help
develop an effective strategy for KMS implementation.
Specific Business Administration Problem
In the information age, data, information, and knowledge become vital parts of
business operations. Leadership and management levels must have better solutions to
manage the information and knowledge flows of their organizations rather than
traditional solutions such as documentations, manual, guidelines, or training. Decisionmaking processes and strategic planning must be more effective and efficient in nearly
real time due to the swift and dynamic marketplace, with the support of the internet and
revolution 4.0 technologies. Moreover, the traditional working culture, such as on-time
delivery or revenue generation, is no longer suitable in the new environment (Sharifirad
& Ataei, 2012). Focusing on value delivering, OL and innovation culture become the best
strategies to deal with uncertainty and future challenges.
This study is significant because the results could help organizational leadership
gain insight into knowledge transfer and its mechanism, which impacts employee
learning and motivation in the workplace. Moreover, this study can provide leadership
and management levels in organizations with a broad picture of KMS implementation
and help them make good use of this system after implementing it. Once the KMS is
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successfully deployed into organizational operations, it can help organizations better use
their resources—especially information and knowledge—as well as improve decisionmaking (Edvardsson & Oskarsson, 2013). In addition, through KMS, leadership and
management can promote an innovative culture and be well prepared for future
challenges and uncertainty.
Purpose of the Study
The purpose of the study is to identify the relationship between KMC and OL that
will lead to the success of KMS implementation in SMEs in Vietnam. In the KM-related
literature, KMC factors such as infrastructure and process have been used widely to
evaluate the effectiveness of KMS in organizations (Singh Sandhawalia & Dalcher,
2011). In addition, several studies have recommended that management levels in
organizations take extra caution with regard to OL capabilities when implementing any
KM system (Noruzy et al., 2013). OL capabilities, which include management
commitment, openness, and culture-related readiness, play a vital role in transferring
knowledge and developing innovation in the workplace. Therefore, it is necessary to
examine the correlation between KMC, OL, and the success of system implementation to
help SMEs have a solid foundation to implement KMS. By revising the assessment
model for KMC by Gold et al. (2001), the proposed model could serve as a practical
framework for SMEs in Vietnam to develop appropriate KM strategies and thus achieve
their successful implementation.
Methodology and Research Design Overview
In the last two decades, several research studies have been conducted in the KM
field to create an appropriate framework or pathway to implement the system in
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organizations. There are two main types of KM research, which are theory- and practicefocused research. On the theory-focused side, the main topics usually comprise assessing
technology and social factors in the KM system implementation, building the KM
framework, finding KM critical success or failure factors, and measuring KM
performance or KM readiness. The common method adopted in the theory-focused style
is quantitative research (Mohammadi et al., 2009; Shrafat, 2018; Wang & Yang, 2016),
while practice-focused studies mainly address KM strategies and the implementation of
KMS in organizations and their effect on business operations (Singh Sandhawalia &
Dalcher, 2011). According to Basias and Pollalis (2018), quantitative research has a
systematic approach to investigating the observable objects, and it uses computational
techniques and statistical models to test hypotheses by analyzing the collected data.
Qualitative methodologies are thus considered appropriate for investigating KMS
implementation and its effects.
Using a quantitative approach, this study aimed to identify the capability of KM
and OL to implement KMS from data collected among SMEs in Vietnam. The research
questions of this study focus on the contribution of KMC and OL to the success of KMS
adoption. Following the correlational research design and using an online survey
instrument, questionnaires were structured according to the above compound variables
and themes and designed to capture the target responses. From the data collected via a
survey tool, a confirmatory factor analysis (CFA) was performed to specify the construct
between exogenous variables—KMC and OL capability—and endogenous variables—
the success of KMS implementation—as well as their latent constructs. This analysis also
tested the validity of the measurement model. Thereafter, structural equations among
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latent constructs were examined to test the proposed causal relationships between study
variables. CFA and structural equation modeling (SEM) were conducted using RStudio
and Lavaan packages.
Research Questions/Hypotheses
The purpose of this quantitative study is to identify the relationship between KMC
and OL in relation to the success of KMS implementation. The research questions focus
on exploring the relationship between KMC, OL, and the success of KMS
implementation at SMEs in Vietnam. The central research question focuses on what
preconditions or capabilities SMEs should have to achieve a successful KMS
implementation, and the research subquestions are as follows:
Research Question 1
Do KM capabilities relate to the success of KMS implementation in SMEs in Vietnam?
Null Hypothesis (H0): There is no significant relationship between KMC and the
success of KMS implementation in SMEs in Vietnam.
Alternative Hypothesis (H1): There is a significant relationship between KMC and
the success of KMS implementation in SMEs in Vietnam.
Research Question 2
What is the association between OL and the success of KMS implementation in SMEs in
Vietnam?
Null Hypothesis (H0): OL is not significantly associated with the success of KMS
implementation in SMEs in Vietnam.
Alternative Hypothesis (H1): OL is significantly associated with successful KMS
implementation in SMEs in Vietnam.
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Research Question 3
Do KMC and OL have a significant correlation with the success of KMS implementation
in SMEs in Vietnam?
Null Hypothesis (H0): There is no significant correlation between the associations
of KMC and OL, and successful KMS implementation in SMEs in Vietnam.
Alternative Hypothesis (H1): There is a significant correlation between the
associations of KMC and OL, and successful KMS implementation in SMEs in Vietnam.
Study Limitations
Because the study was conducted among SMEs in Vietnam, the findings and
pathways may not be applicable to all SMEs in developing countries. Other
organizational factors that might affect the KMS implementation process, such as the
business field, current IT and KM conditions of the local community, and IT and business
process constraints in the business ecosystem, were not included in this study. Because
the survey collected data at a single point in time, it might not have captured the changes
in the ongoing KM implementation. Ideally, participants such as employees and
management would give truthful and honest answers, but this is not always the case;
therefore, another potential limitation was the participants’ biases, which affected their
thoughts and responses on the current KM conditions of SMEs, such as infrastructure,
process, or culture.
Study Delimitations
This study was limited to the KMS implementation experiences of SMEs in
Vietnam; thus, the selected participants may not reflect the whole SME population.
Moreover, as it used the quantitative approach to conduct research to gain in-depth
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understanding of the relationship between these factors in KMS implementation, more
case/qualitative studies could be reviewed to validate, refine, or add to the overall
completeness of KMS integration in SMEs in developing countries. Therefore, the
findings and results may not necessarily be generalized to other subjects, locations, or
future time periods.
Definitions of Key Terms
Knowledge Management
KM is a systematic process of identifying, acquiring, and transferring information
and knowledge that people can use to compete and innovate. It involves most of the
organizational assets such as employees, processes and activities, technology, and
culture.
Explicit Knowledge
Explicit knowledge, or know-what/know-why, is the knowledge that could be
described and encoded in texts, documents, or other media. It is collected from inside or
outside organizations and can be easily transferred to others by organizational activities
such as documentation or training.
Tacit Knowledge
Tacit knowledge, or know-how/know-who, is difficult to codify in documents and
belongs to employees who associate with a specific context and work (Polanyi, 1967). It
is hard to express in documentation but is highly functional and extremely useful in
business operations.
Knowledge Management Process

12

In an organization’s information management, business processes disseminate,
create, apply, and renew the information and knowledge toward organizational survival
and sustenance. Therefore, KM processes involve the creation, capturing, retrieval, and
use of knowledge.
Knowledge Management System
A KMS is an IT system that supports knowledge transfer within the organization,
such as storing and distributing information and knowledge.
Knowledge Management Capability
Among several models of KM capabilities developed by KM researchers, Gold’s
model (2001) is one of the most common frameworks used to measure the technical
conditions of organizations to implement KMS. Gold et al. (2001) defined the KMC of an
organization based on infrastructure and processes capabilities. In this framework, seven
key factors should be considered when assessing organizational conditions for KMS
adoption, namely, technology, structure, culture, acquisition, conversion, application, and
protection.
Organizational Learning Capability
OL is the process of transferring knowledge within the organization. To assess an
organization’s learning capabilities, Jerez’s model (2005) is considered a measurement
that can capture their nature. By summarizing and synthesizing previous literature on OL,
Jerez-Gomez et al. (2005) promoted a scale to evaluate OL capabilities. This
measurement examines the four dimensions of managerial commitment, system
perspective, openness and experimentation, and knowledge transfer and integration.
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Small and Medium Enterprises
SMEs are establishments that have registered their business and have certain
limitations on their labor size and/or total capital. The definition of SMEs depends on a
specific country or region. In this study, SMEs in Vietnam are firms that have fewer than
300 employees and a total capital under 100 billion VND, according to the Vietnam
Decree 55/2009/ND-CP by the Vietnamese government.
Summary
This chapter introduced the current state of KMS implementation in an
organization by focusing on SMEs in Vietnam. The general related problem is
organizations’ current lack of KM readiness to implement KMS. More specifically, the
current KM-related literature is missing a foundation and framework for the technical and
social aspects of the organizational requirements needed to successfully achieve KMS
implementation in SMEs in Vietnam. The purpose of this quantitative multiple factor
analysis study is to identify the impact of KMC and OL on the success of KMS by
examining the experience of implementing this system at SMEs in Vietnam. This chapter
included the study background, problem statement, purpose of the study, research
methodology, limitations, delimitations, and explanation of the key terms used. The
following chapter is the literature review.
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CHAPTER 2: LITERATURE REVIEW
Since the end of the 20th century, the emergence of the knowledge economy has
posed new challenges for businesses and management. Companies are under pressure to
constantly innovate products, services, and business processes to survive and grow in the
market. Management must consider alternatives to order management and the strict
control of workers in the production process as these are no longer suitable in the current
dynamic and creative environment (Omotayo, 2015). When knowledge becomes more
important than capital, labor, and resources in constituting economic value, it becomes
the new central object of governance.
KMS has been considered the most difficult system to deploy in organizations due
to its relationship to not only the system itself but, more importantly, end-user
engagement and organizational culture (Omotayo, 2015). However, once successfully
deployed, KMS helps manage knowledge-related activities such as contributing, sharing,
or creating knowledge to generate values for organizations. KMS also promotes a critical
cornerstone for organizations to develop sustainable competitive advantages and remain
at the forefront of excellence in the field market. According to Nugraha and Budi (2017),
the reason that many organizations are still struggling with KM and failing in their
endeavors to realize its full potential is lacks of the support of a strong theoretical
foundation to guide them in its implementation. Thus, KM requires a systematic approach
to develop capabilities that accelerate the evolution of knowledge into a key
organizational resource.
Chapter 2 consists of a relevant literature review of KMS implementation in
SMEs in developing countries. It is necessary to review the current state of KMS
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implementation in organizations in general as well as the KM readiness of SMEs in
Vietnam to assess whether they are ready to implement this system. To develop an
appropriate strategy to implement KMS, organizations (especially SMEs) need to know
what preconditions or capabilities they should have to achieve a successful KMS
adoption. Recent studies in the KM discipline have confirmed that KM capabilities such
as infrastructure or process essentially affect KMS adoption (Bharadwaj et al., 2015). A
question may be raised about whether any factors other than technical ones could also
impact KMS implementation. A few practical KM studies have suggested that OL factors
could affect the integration of KMS processes into business operations (Martín‐de Castro
et al., 2011). Because KMS is also a type of information system, it is important to
consider applying the sociotechnical approach to implement this system (Assegaff &
Hussin, 2012). Therefore, a study of both KM capabilities and OL factors should be
conducted to help SMEs be better prepared to implement KMS.
Knowledge Management
Knowledge can be identified as the intangible asset of an organization. It can be
categorized into information and knowledge capital, intellectual property, and human
capital, and as it allows an organization to remain competitive, it must be protected from
competitors (Davenport & Prusak, 1998). In general, two kinds of knowledge are mostly
structured and transformed from data and information acquired by organizational
activities. Explicit knowledge, or know-what/know-why, could be described and encoded
in texts, documents, or other media (Nonaka & Toyama, 2015), while tacit knowledge, or
know-how/know-who, is difficult to codify in documents and belongs to employees
associated with a specific context and work (Polanyi, 1967). Tacit knowledge is hard to
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express on documents but is highly functional and extremely useful in business
operations. Moreover, the knowledge-sharing process is an important flow in
organizational operations. Table 1 shows samples of knowledge transfer that occur in the
daily activities of an organization such as meetings, training, or reports.
Table 1
Sample of Knowledge Transfer in an Organization

Tacit

Explicit

Tacit
Tacit to Tacit
Communication (meeting,
discussion…)

Explicit

Explicit to Tacit
Personalization (training,
reading, applying…)

Explicit to Explicit
Dissemination (Message, template
reports, documents)

Tacit to Explicit
Standardization (making reports,
lesson learning)

According to De Jarnett (1996), KM is a tectonic activity, and it is followed by
the dissemination and use of knowledge, maintenance (preservation and conservancy),
and distillation of knowledge. In the business operation perspective, Quintas et al. (1997)
mentioned KM as a process to meet current needs and to identify and exploit existing
knowledge assets to create operational opportunities and new business. Meanwhile,
Huysman and De Wit (2000) defined KM as the activities that support knowledge
sharing—of creating, propagating, and using knowledge for organizational purposes.
KM is a systematic process of identifying, acquiring, and transferring information
and knowledge so that people can use it to compete and innovate. It involves most of the
organizational assets such as employees, processes and activities, technology, and
culture. In addition, it requires a combination of business awareness, creative attitudes
and practices, business systems, policies, and procedures to release an organization’s
power of information, knowledge, and wisdom (Mehrabani & Shajari, 2012). KM is also
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critical to promoting innovation and OL in the workplace (López-Nicolás & MeroñoCerdán, 2011).
Knowledge Management Process
In an organization’s information management, business processes involve
disseminating, creating, applying, and renewing the information and knowledge toward
organizational survival and sustenance (North & Kumta, 2018). In OL, doing the right
thing is more important than making things right; under the constant change of the
business environment, this principle solved past problems and was the best of yesterday,
but it might not fit the current situations or problems (Chadwick & Raver, 2015). Thus,
relearning and unlearning processes are needed in the design of the organizational
knowledge life cycle and are necessary for companies to thrive. To cope with changes in
the environment, such as technologies or customer expectations, organizations constantly
need to modify or even create a new core business management procedure for continued
effectiveness. Organizations must capture and efficiently manage the data and
information from both internal and external sources to adapt to environmental changes.
Therefore, managing decision-making supplements—information and knowledge—is
critical to today’s business in the information age.
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Figure 1
Information Management Processes of an Organization as Knowledge Processes

Note. Adapted from LogicalDOC. (n.d.). Information management processes of an
organization as knowledge processes. LogicalDOC. Retrieved from
https://www.logicaldoc.com/solutions/knowledge-management

As revolution 4.0 brings many game-changing technologies such as artificial
intelligence, big data, the internet of things, robotics, or blockchain, the battles in the
market become more intensive, requiring faster and more accurate organizational
responses to the customer and the external environment (Muljani & Ellitan, 2019). To
deliver better services and products to customers, organizations need to make the best use
of their data, information, and knowledge in nearly real time. KM processes such as
acquiring, creating, transferring, or disseminating play a critical role in rotating
information and knowledge as well as generating new knowledge to support business
operations and decision-making. In Figure 1, KM processes are tightly linked with
19

organizational culture, IT, and other factors to connect three vital components of
organizations, namely, people, process, and knowledge. Therefore, it is necessary to
consider or assess these factors before developing a KM strategy that could fit the current
conditions of the organization.
The KM discipline has evolved over the last two decades to support the transfer
processes of explicit and tacit knowledge. Teece (1998) proposed the main practice of
KM processes, which include creation, transfer, assembly, integration, and exploration of
knowledge. Similarly, Staab et al. (2001) established a knowledge process cycle that
involves the creation, capturing, retrieval, and use of knowledge.
In the book Management Information System: Managing the Digital Firm,
Laudon and Laudon (2017) defined a KM value chain that involves four core processes—
acquisition, storage, dissemination, and application—that keep adding the value of data
and information as they are transformed into usable knowledge.
However, implementing these processes is easier said than done. Searching for
employees with the knowledge that one needs and transferring that knowledge to other
employees are difficult processes (Davenport & Prusak, 1998). In addition to the
employee’s cognitive awareness and learning ability, the willingness of knowledge
owners to transfer knowledge is also a critical aspect in KM. The question “Why do I
have to transfer my knowledge over?” bothers knowledge owners and creates a
significant obstacle to knowledge transformation in the organization. Managers often use
the bonus or reward system to encourage employee motivation, but this is somehow less
effective in transferring tacit knowledge (Hau et al., 2013). Roper and Love (2018) noted
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that a learning and innovation culture is the most effective way to get employees involved
in contributing and disseminating knowledge across the organization.
Knowledge Management System
A KMS is an information system that can handle data and information generated
from organizational processes such as production, training, or customer service. In the
simplest form of KMS, office automation applications such as Microsoft Office products
could be used to store and disassemble data and information across organizational units
(Castilleja, 2020). At the advanced and complex level, KMS could comprise and analyze
data, information, and knowledge from internal and external data sources to provide
problem insights to organization members. KMS could not only be information sources,
but they could also consist of robust communication and collaboration applications to
accommodate and assist an organization’s different knowledge demands.
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Figure 2
The Technical Perspective of a Knowledge Management System

Notes. Regenerated from Abdullah, R., Ibrahim, H., Atan, R., Napis, S., Selamat, M. H.,
Hairudin, N., Hamidon, S., & Jamil, M. (2008). The development of bioinformatics
knowledge management system with collaborative environment. International Journal of
Computer Science Network Security, 8(2), 309–319.
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Figure 3
Major KM Techniques, Tools, and Technologies

Note. Regenerated from Dalkir, K. (2017). Knowledge management in theory and
practice. MIT press.

KMS can also be identified as a collection of information technologies to support
knowledge management processes inside an organization. In Figure 2, web browsing and
data mining technologies assist the data collection function and provide data and
information supplements for KMS. Then, intelligent agents or document management
help to create and package the knowledge that will later be distributed through
knowledge transfer processes such as meetings, trainings, or conferences with support
from communication and collaboration technologies (Dalkir, 2017). In summary, KMS is
a compressed system that combines many different information technologies and KM
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techniques (see examples in Figure 3) to support an organization’s explicit and tacit
knowledge transfer.
Small and Medium-Sized Enterprises and Knowledge Management
According to the OECD (2019), SMEs account for almost 99% of the firms in
OECD countries, and their contributions to regional economic reach almost 75%. In
developing countries, SMEs have the most influential roles in job creation, GDP
contribution, venture creation, or entrepreneurship in their nations (Mrva & Stachová,
2014). Moreover, because of their small size, they could easily respond and adapt more
quickly to environmental change such as technology change, market adjustment, and so
on. However, due to the limitation on company resources such as budget, human
resources, or IT infrastructure, they must invest wisely to get better returns or become
more competitive in the marketplace.
After maturing from the start-up stage, businesses move to the expansion stage,
which is more stable after growing from the start-up stage but still struggles to acquire
more customers and market share. By acquiring more market share or having some
advantages in a market niche, they can become small- and medium-sized businesses,
which has certain effects on their market segment (Furlan & Grandinetti, 2011). If they
continue to succeed, SMEs become larger, expand in business scope and can be dominant
players in their industries as they enter the maturity stage. These transformations often
rely on the founders’ competencies and capabilities, such as knowledge about the
market/customer and leadership skills.
Moreover, unlike large firms, many SMEs do not have a proper KMS. This
difference could be a more effective decision-making system, and SMEs’ structures are
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much simpler than those of large organizations (Lee et al., 2016; Wee & Chua, 2013). As
Ngah and Ibrahim (2012) indicated in their study about intellectual capital and innovation
in Malaysian SMEs, employees at these firms work closely and usually have high
socialization skills. Due to the tight budget and limit on other resources, SMEs usually
compete in the market using their knowledge of the field, looking for efficiency and
effectiveness in their business operations (Esuh & Adebayo, 2012). In general, an
entrepreneur opening a business means that they have a certain knowledge in the key area
of competencies and could compete with other businesses using such knowledge (Lawal
et al., 2016); however, the most important aspect is how they can transfer valuable
knowledge to employees and create a continuous learning environment within their firms.
Leveraging knowledge in SMEs plays a vital role in keeping them moving forward.
Having knowledge is one thing, but using it effectively toward the organizational strategy
is another (Cerchione & Esposito, 2017). Thus, KM, which involves creating,
transferring, and exploring knowledge, is a critical factor for SMEs’ survival.
Characteristics of SMEs in Vietnam
Vietnam has its own classification of SMEs according to employee number and
total capital investment. According to the Vietnam Decree 55/2009/ND-CP about the
definition of SMEs, these are firm establishments that have registered their business and
have less than 300 employees for agriculture, industry, and fishery businesses or less than
100 for trading and service firms, as shown in Table 2.
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Table 2
Definition of SMEs in Vietnam
Sector

Microenterprises
# of labor

Small-sized enterprises

Medium-sized
enterprises
Total capital # of labor
Total capital # of labor
(Billion
(Billion
VND)
VND)
Agriculture, 10 or fewer
Under 20
Between
Between 20 Between
forestry, and
10 and 200 and 100
200 and
fishery
300
Industry and 10 or fewer
Under 20
Between
Between 20 Between
construction
10 and 200 and 100
200 and
300
Trade and
10 or fewer
Under 20
Between
Between 20 Between
service
10 and 200 and 100
200 and
300
Note. Regenerated from Decree No.56/2009/ND‐CP of Vietnam government.

SMEs in Vietnam have made a major contribution to the development of the
Vietnam economy. During the period 2010–2017, they contributed 50% of total capital
and also accounted for over 98% of total operating enterprises in Vietnam (Cunningham
& Pimhidzai, 2018). Over this period, their average growth rate at nearly 8.8% was much
higher than that of large enterprises at 5.4%. In 2018, SMEs in Vietnam contributed over
40% of Vietnam’s gross domestic product (GDP) and created around 9 million jobs,
accounting for 45% of the country’s total workforce (Tuan, 2020).
Table 3
Contribution of SMEs in Vietnam Compared to SMEs in OECD Countries
Vietnam
(2018)
Registered
companies
Workforce
GDP contribution

SMEs as % of total
enterprises in OECD

517,900

SMEs as % of total
enterprises in
Vietnam
98.1

14090000
100%

45%
40%

45%
33%
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99

Export contribution 100%
30%
40%
Note. Regenerated from Tuan, V. K. (2020). Analysis of Challenges and Opportunities
for Vietnamese SMEs in the Globalization. JOURNAL OF BUSINESS MANAGEMENT
ECONOMIC RESEARCH, 4(2), 169. https://doi.org/10.29226/TR1001.2020.192;
Marchese, M., Giuliani, E., Salazar-Elena, J. C., & Stone, I. (2019). Enhancing SME
productivity: Policy highlights on the role of managerial skills, workforce skills and
business linkages https://doi.org/10.1787/825bd8a8-en

Currently, these SMEs in Vietnam have faced some significant obstacles from
internal and external environments, including constraints on management competency,
innovation and technology, finance, and human resources, which have lowered the
productivity and competitiveness of Vietnam enterprises in general and SMEs in
particular (JICA, 2019). More specifically, the leadership and management of SMEs do
not usually have sufficient knowledge in corporate governance and innovation compared
to those of large organizations, as Muenjohn and McMurray (2016) highlight in their
study about the impact of leadership on workplace innovation in Thai and Vietnamese
SMEs. Concerning human resources, Vietnam enterprises, especially SMEs, still lack
skilled labor and expertise in information and communication technology (ICT),
according to the World Economic Forum survey on Global Competitiveness (Klaus,
2018).
Finance is another barrier that SMEs in Vietnam need to overcome. While SMEs
in developed countries receive high support from the government and the business
community, such as through the New Ventures Investor Forum, enterprises in Vietnam
have received little support from the Vietnamese government and policymakers (Pandya,
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2012; Trinh et al., 2017). Moreover, SMEs in Vietnam often have a limited budget and
cash flow for business process development and technology development.
Lastly, technology penetration and ICT infrastructure are other major weaknesses
of SMEs in Vietnam. Lacking advanced technology and a research and development
strategy has led to low productivity and low-quality products in these small enterprises.
SMEs usually have no ICT infrastructure of their own and often rely on external partners
and suppliers (Taylor, 2015); these constraints lead to many critical issues in maintaining
business and competing with large and international firms. In addition, SMEs in Vietnam
often face a high rate of employee turnover, knowledge loss, and restructuring
(Investment, 2018; Tuan, 2020). In a study about the SMEs Policy of Association of
Southeast Asian Nations (ASEAN) countries, the OECD recommended that these
enterprises focus on developing information tools and communication strategies to cope
with future challenges and uncertainty (OECD/ERIA, 2018). Further, KMS
implementation can be a vital strategy for SMEs to improve business performance and
organizational innovation as a result of increasing the innovative working behavior of
SMEs in Vietnam (Pham et al., 2020). Therefore, implementing KMSs can help SMEs in
Vietnam maintain their business and achieve a more sustainable development.
Impact of Knowledge Management Capability and Organizational Learning in
Knowledge Management System Implementation
For SMEs to have a proper foundation to implement KMS, many studies have
mentioned that assessing KM readiness or KM capabilities could serve as a guideline for
planning and implementing KM initiatives (Gharakhani & Mousakhani, 2012; Pradana et
al., 2015). Both KM readiness and KM capabilities have been used interchangeably in

28

KM research about the precondition or requirements of organizational settings for KM
implementation. Dehghani and Ramsin (2015) stated that it is critical to measure the KM
readiness in terms of culture, process, and IT to develop an appropriate plan according to
the organizational conditions. While Gold et al. (2001) defined the KMC of an
organization based on infrastructure and processes capabilities, they also developed a
framework for measuring KMC, which has been mainly used in more recent studies
assessing this organizational matter. In Gold’s framework, seven key factors should be
considered when assessing organizational conditions for KMS adoption, namely,
technology, structure, culture, acquisition, conversion, application, and protection.
In addition to the technical requirements such as IT infrastructure or processes,
the implementation processes of KMS also require attention to social factors such as
culture and OL. Through a survey administered in SMEs in the UK, Yew Wong and
Aspinwall (2005) conducted an empirical study on KM adoption in the SME sector to
synthesize a list of 11 critical success factors to analyze organizational preconditions for
KMS adoption. They recommended that knowledge-oriented culture such as openness,
trust, and collaboration should be promoted to boost the success of deploying and using
KMS. In other studies using a quantitative methodology, Shrafat (2018) and Wang and
Yang (2016) noted that KMCs have a significant impact on KMS adoption in SMEs.
Even though their study focused on the impact of IT application on KMS adoption, they
also suggested that further studies on the KMS implementation in SMEs need to
investigate the impact of KMCs, knowledge sharing, and OL on KM adoption. In the
effort to bring KMS implementation close to SMEs, Wee and Chua (2013) examined four
different SMEs in Singapore to synthesize KM processes within SMEs. Three proposed
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KM processes commonly found in SMEs are knowledge creation, knowledge sharing,
and knowledge reuse based on innovativeness, initiatives, and support of employees and
management.
To implement changes in organizations, the OL factor is a critical aspect that
encourages employees to become more involved in the newly defined processes. Through
a case study of the sociotechnical requirements for implementing KMS in a state-owned
company, PT PLN, Lusa and Sensuse (2012) suggested that both technical factors and
social factors such as KMCs and OL are critical for designing a KM strategy and its
system adoption projects. OL also motivates innovation at work and boosts business
performance, as Jiménez-Jiménez and Sanz-Valle (2011) discovered in their study about
the relationship between innovation, OL, and performance. In another study on the
effectiveness of OL factors at work, Jain and Moreno (2015) suggested that these factors
can influence a firm’s performance, employees’ efficacy beliefs, attitudes about change,
effort-outcome, and performance-outcome expectancies. Therefore, OL is an essential
factor for adopting KMS within organizations.
To obtain better indicators of KM effectiveness, it is necessary for organizations
to review the influence of KM on firms’ resource-based and knowledge-based aspects. In
a study about the effects of KM on SMEs’ performances, Theriou et al. (2014) confirmed
that KM has a direct influence on a firm’s assets under resource-based and knowledgebased views, which lead to the sustainability of a firm’s competitive advantages. In
another effort to assess KM effectiveness, Wong et al. (2015) reviewed all the studies on
the effect of KM on firm performance of the past two decades and developed a holistic
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framework for measuring KM performance under three types of measurement:
knowledge resources, KM processes, and KM factors.
How these capabilities can be transferred into KMS implementation and how this
transfer could help to improve business operations are some of the most significant
concerns of KM practitioners undertaking KM projects. In their case study, Singh
Sandhawalia and Dalcher (2011) developed a four-stage framework that could help the
concept of KMCs become clearer in the implementation of KM initiatives. Through each
stage of this framework, the influences of KM infrastructure and processes are assessed
based on their support to organizational routines and activities according to the KM
implementation process.
To implement any system in an organization, management is a vital factor that
helps the adoption processes be more consistent and steered in the correct direction. By
assessing IT managers of 500 large companies in Taiwan, Kuo and Lee (2011) proposed
that an empowered leadership and its commitment significantly contribute to the success
of KMS adoption in organizations. In another study about leadership behavior and KM
practices in Australian SMEs, Nguyen and Mohamed (2011) noted that charismatic
leadership and management actions have a significant influence on all the dimensions of
KM implementation in SMEs. Moreover, to implement the KMS successfully, a strong
commitment to support is needed from the high levels of management.
Assessing Organizational Learning and Innovation Culture
To assess an organization’s learning capabilities, Jerez’s model is considered a
measurement that can capture the nature of OL. By summarizing and synthesizing the
previous literature on OL, Jerez-Gomez et al. (2005) promoted a scale to evaluate OL
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capabilities. As a result of analyzing the conditions of 111 chemical firms in Spain, the
developed measurement was able to evaluate the OL capabilities according to its
complexity and multidimensional nature. Jerez’s OL measurement has four dimensions,
namely, managerial commitment, system perspective, openness and experimentation, and
knowledge transfer and integration.
In this study, I integrate my recent experiences with a KMS implementation
project in a U.S. university, the OL measurement from Jerez-Gomez et al. (2005), and the
culture factor framework of Gold et al. (2001) to form a new compressed framework to
measure OL and innovation culture. This new framework involves four aspects:
•

Managerial commitment.

•

System perspective and user involvement

•

Collaboration and openness

•

Innovation culture

Managerial Commitment
Managerial commitment refers to leadership and management support of KMS
implementation in their organization. Their support of the project and active engagement
in project meetings with system users help KMS development and implementation
proceed on time and meet deliverable/milestone requirements; further, their involvement
confirms an organization’s priority to deploy a KMS, thus creating an innovative culture
within it. According to Santhidran et al. (2013), proactive managers and champions of
changes are more successful in encouraging and preparing employees for change efforts
than managers who only monitor employees. Moreover, creating and fostering a culture
of innovation requires robust communication and quality leadership from the heads of
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organizations, such as leaders or senior management, as Abrell-Vogel and Rowold (2014)
stated in their study about leadership commitment and organizational changes.
System Perspective and User Involvement
User involvement is about bringing an organization’s members together and
involving them in organizational changes. Areas of the firms, departments, and members
constitute the organization; for this reason, this should be considered a system containing
different components that have different functionalities but cooperate as a whole to
provide products and services to the external environment (Jia et al., 2014). Therefore,
the current study examines system thinking and orientation, clarification of purpose and
mission, and shared vision of management and employees.
Moreover, user involvement is considered a vital aspect when implementing
organizational changes; having a KM system ready is one thing, but having members of
the organization make efficient use of the system is another. It is thus important that
employees can transfer valuable knowledge to others and create a continuous learning
environment within their firms by using the advanced technology provided by the
organization. Although many KM projects have succeeded in deploying this system in
their organizations, many systems have not been used or have been used in a limited way
by the members of their organizations (Akhavan & Pezeshkan, 2014; Frost, 2014);
therefore, user involvement is vital to the success of system implementation.
Collaboration and Openness
Willingness to learn and openness to new ideas or practices are essential aspects
of continuous and generative learning. Openness at work implies a culture that promotes
creativity and willingness to take risks and that supports the idea of employees learning
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from others’ mistakes. Collaboration emphasizes a sharing-oriented culture in which the
members of an organization frequently share their knowledge and appreciate others’
ideas or opinions. Collaboration and openness are primary sources of tacit knowledge
generation (Öberg & Alexander, 2019). From a team perspective, members with high
openness attitude could effectively deal with difficulties related to conflicting views and
make significant contributions to integrative teamwork processes, as Zhang et al. (2019)
noted in their study about openness and team creativity.
Innovation Culture
Innovation culture refers to the working environment that promotes employees’
creativity and innovative ideas with strong support from the leadership and management
levels. Unlike traditional working culture, which focuses on on-time delivery and revenue
generation, innovation culture looks for value creation and seeks new ways of doing tasks
or projects in effective and efficient manners (Sharifirad & Ataei, 2012). In other words,
traditional working culture is about “doing things right,” while innovation culture
emphasizes “doing the right thing” in the workplace. An organization that has an
innovation culture could have better responses to the environment and perform better in
the market, as Gomes and Wojahn (2017) indicated in their study about innovation
culture and performance in the innovation of products and processes.
KM Success Models
To determine how successful a KMS implementation is, researchers in the KM
discipline have developed several models to measure the completion of KMS projects in
organizations. By viewing and contrasting KM from a technical and a user perspective,
Bots and de Bruijn (2002) developed a KM value chain model to assess the effectiveness
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of KMS implementation in organizations. Moreover, Holsapple and Joshi (1997)
proposed a threefold framework model that can assess the success of KM adoption under
its influences on an organization’s environment, management, and resources. Later on,
Massey et al. (2002) improved the Holsapple and Joshi model by adding the KM strategy,
which helps to define the process of using knowledge, so that the model could reflect the
KM success flows and how it affects an organization’s processes and resources.
Since KMS is one kind of information system, it is important to consider its
success based on its effectiveness in organizational operations. Jennex and Olfman
(2005) evaluated the impacts of KMS under the information system success model of
DeLone and McLean (2002), which comprises system quality, knowledge quality, user
satisfaction, perceived benefit, and net impact. The model does not only assess a KMS
through technical aspects such as how knowledge was created, stored, transferred, and
applied to business but also in social and performance issues (e.g., how employees use or
interact with the system or how it improves employee performance).
To identify the weaknesses and strengths of accessing organizational capability to
implement KMS, Sabri (2014) proposed a sociotechnical approach to develop a success
framework of KMS based on integrating the components of KMS into DeLone and
McLean (2002) IS success model. Through a review of the extant literature and a case
study of KMS implementation at the University of Education Winneba in Ghana, Nyame
and Qin (2020) proposed a five-factor KMS success model to improve the success of
KMS adoption. They found that management and leadership support and KMC
significantly contribute to the development of KM initiatives and strategies. Thus,
evidence from previous studies on KMS implementation and practice has confirmed that
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the sociotechnical approach could be an appropriate framework to deploy KMS in
organizations.
Summary
SMEs play an important role in most countries around the world, and their
contributions to GDP and job creation make them a vital part of any national economy.
However, as the business world becomes more transparent and can easily expand across
the globe thanks to the internet and e-commerce operations, SMEs in developing
countries such as Vietnam not only compete with domestic businesses but also
international firms that have greater experience, capital, and resources. Due to the
limitation on budget and other resources such as infrastructure or human resources,
“David” SMEs must manage and use their knowledge more efficiently and effectively so
that they can be able to survive in the intensive battle with domestic and international
“Goliath” firms. Taking advantage of the quick-change culture and effectively managing
their best resources and knowledge are key for SMEs to develop countries into major
players in their markets. Leveraging knowledge and promoting innovation are the top
priorities of these organizations.
In the effort to lead SMEs to a more successful KMS implementation, many
studies have been conducted from different angles to find the appropriate strategy to
adopt this most difficult system into business operations. Since KMS have a heavy
impact not only on organizational routines or activities but also on business culture and
employee behaviors, it is necessary to assess both the current technical and social
capabilities of an organization before developing and implementing them.
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Even though KM needs both technical and OL capability to achieve a successful
KMS implementation, a gap exists in the current research about when an organization—
especially an SME—should be ready to deploy KMS or what needs to be improved to
achieve a successful KMS implementation. Most of the current KM research focuses
more on KMCs that comprise organization infrastructure and processes, while a few
studies mention or recommend that organizations should pay extra attention to OL
capability.
The information presented in the literature review indicates that a study should be
conducted on both the KM and OL capability of SMEs in developing countries to fulfill
the requirement or organizational conditions for the KMS implementation. By identifying
the relationship between KMC, OL, and the success of KMS adoption, this kind of study
could become a more practical guideline to implement KMS in SMEs in Vietnam. The
next chapter discusses the studied target and methodology as well as their limitation and
delimitation.
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CHAPTER 3: METHODOLOGY
The purpose of this quantitative correlational study was to identify the impact of
KMC and OL on the success of a KMS by examining its implementation in SMEs in
Vietnam. To this end, Chapter 3 explains why a quantitative research method and design
are appropriate and discusses the reasons for choosing a quantitative approach, the
research questions, and the data collection processes. In addition, it illustrates the
limitation and delimitation of the selected method and design for similar future studies.
Finally, a chapter summary reiterates all the aspects of the research methodology.
Research Method
In the last two decades, several research studies have been conducted in the KM
field to create an appropriate framework or pathway to implement its system in
organizations. There are two main types of KM research: theory-focused and practicefocused research. The former tends to focus on assessing technology and social factors in
the KM system implementation, building the KM framework, finding KM critical success
or failure factors, and measuring KM performance or KM readiness. The common
method of theory-focused research is the quantitative approach (Mohammadi et al., 2009;
Shrafat, 2018; Wang & Yang, 2016), while practice-focused studies mainly focus on KM
strategies, the implementation of KMS in organizations, and their effect on business
operations (Singh Sandhawalia & Dalcher, 2011). Qualitative methodologies are
considered appropriate for investigating KMS implementation and its effects.
Using a quantitative approach, this study tried to identify the capability of
knowledge management and OL to implement KMS from the data collected from SMEs
in Vietnam. According to Basias and Pollalis (2018), quantitative research has a
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systematic approach in investigating observable objects. In this study, this method used
computational techniques and statistical models to test hypotheses by analyzing the
collected data from SMEs in Vietnam.
Research Design
In general, qualitative research focuses on understanding, finding, or discovering
concepts, thoughts, or experiences (Merriam & Tisdell, 2015), while the quantitative
methodology is often used to test or confirm theories and assumptions (Streefkerk, 2019).
The mixed method is a research approach that collects and analyzes both qualitative and
quantitative data within the same study, allowing researchers to explore the perspectives
and potential relationships of the study targets. Since the study goal was to test the
revision of Gold et al. (2001) model on KM capabilities, the quantitative approach is
considered the best fit to demonstrate the relationship between KMC, OL and the success
of KMS implementation. The research questions of this study focus on the contribution of
KMC and OL to the success of KMS implementation. Following the correlational
research design and using an online survey instrument, I structured the questionnaires
according to the compound variables and themes designed to capture the target responses.
According to Creswell (2002), correlational research attempts to determine whether and
to what degree a relationship exists between two or more variables but not its causation.
In this design, researchers often report the p-value and correlation coefficient to identify
the strength of the relationship.
Instruments
An online survey was conducted to gather answers from the personnel of SMEs in
Vietnam. To obtain accurate data, senior managers and employees answered different
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questions based on their knowledge, point of view, and purpose in implementing KMS.
There were two main sections in the survey. The first contained general questions on
employees and the respective SMEs, such as age, seniority, number of employees, and
field of business. The second was related to the implementation of KMS in the
organization and was then divided into several subtopics according to the framework on
KMC from Gold et al. (2001), the measurement of OL from Jerez-Gomez et al. (2005),
and the success of KMS implementation from Jennex and Olfman (2005). For the KM
questions, the survey items, which were created from the KMC indicators of Abdul
Rahman and Hassani (2010), were measured on a 3-point (1–3) Likert scale, in which 1
indicated low or poor capability and 3 indicated high or strong capability of
organizational KM initiatives. The raw data from the responses were inputted into
multiple spreadsheets that could be loaded into RStudio, a professional software for data
analysis. Since KMS is one of the biggest IT projects and is attached to the long-term
strategy of organizations (Omotayo, 2015), I believe that the result of the survey would
be the same regardless of the response time and location since their responses on the KM
conditions of respective SMEs would not be different over a short period of time.
Secondary source material could be collected from articles, journals, periodicals, and
magazines to acquire historical data and other relevant information about the SMEs in
Vietnam, including raw data from the OECD.
Among several models of KMC developed by KM researchers, Gold’s model is
one of the most common frameworks used to measure the technical conditions of
organizations to implement KMS. Gold et al. (2001) defined the KMC of an organization
based on infrastructure and processes capabilities. KMC refers to the absorptive capacity
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of the organization in which members use existing knowledge to perceive the value of
information and apply it to generate new knowledge and capabilities. In this framework,
seven key factors should be considered when assessing organizational conditions for
KMS implementation, namely, technology, structure, culture, acquisition, conversion,
application, and protection. Using the SEM linear structure model, Gold and his partners
built an overall model of the relationship between knowledge management
competencies—including KM processes such as knowledge acquisition or
transformation—and application to an organization and its features. They also
demonstrated that KM capacity has a positive relationship with organizational
effectiveness.
Infrastructure Capabilities
The infrastructure capabilities in Gold et al. (2001) KM capabilities model consist
of technology, organizational structure, and culture, while technology capability refers to
the current IT tools and applications that support an organization’s communication and
business operations. Organizational structure capability focuses on organizational
procedures, policy, and processes to support KMS implementation, and culture capability
assesses the state of employees’ interactions and collaborations that connect directly to an
organization’s information flows and knowledge sharing. Tables 4 and 5 explore the
technology and organizational structure factors of infrastructure capabilities. In this
study, the culture aspect is merged into the OL and innovation culture factor that is
expressed in Table 10.
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Table 4
Technology Matrix on Knowledge Management Capabilities
Technology

High
The organization has
technologies that can
deliver relevant and
timely knowledge
provision. The
organization has
technologies to track
knowledge about its
customers, partners,
employees, or suppliers.
The organization has
collaboration technologies
that allow a rich
expression and discussion
of ideas proposals.
The organization has
technology that enables it
to have better
representation of
knowledge.
The organization has
technologies that support
the efficient storage and
retrieval of codified
knowledge.

Medium
Members of the
organization could utilize
resources of relevant
knowledge but not
anywhere or any time.
Technologies help track
knowledge about customers,
partners, employees, or
suppliers, but they are not
advanced; thus, sometimes,
the organization cannot find
related knowledge timely.
Members who are using
collaboration technology do
not share their all resources
and knowledge, or
collaboration technology is
not new.
For representation of
knowledge, the organization
uses old technologies.
Storage and retrieval of
codified knowledge are
supported by outdated
technology, and some
activities are sometimes
done by hand.

Note. Regenerated from Gold et al. (2001)
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Low
The efficiency of
knowledge utilization and
timeliness in delivering
relevant knowledge is not
the property of technology
in the organization.
Information about
customers, partners,
employees, or suppliers is
not followed by
technology tools.
Because of the lack of
collaboration technology,
sharing knowledge
between employees is
highly difficult.
The representation of
knowledge is done without
any technology.
Storage and retrieval of
codified knowledge are
paper-based.

Table 5
Organizational Structure Matrix on Knowledge Management Capabilities
Organization
Structure

High
The organization’s structure
is designed for flexibility so
that it encourages effective
sharing and collaboration
across boundaries within it.
The organization’s structure
can determine the channel
from which knowledge is
accessed and how it flows.
The structure of the
organization should be
developed in a way that
motivates and rewards
employees for taking time to
generate new knowledge or
sharing their knowledge.

Medium
Conversation and discussion
happen irregularly.
Channels are determined by
the organization, but
sometimes they may not
enough, or maybe
organization do not know
kind of knowledge and its
flows.
Motivation and reward exist
within the organization for
sharing and generating
knowledge, but rewards are
limited, and motivation is
not enough.

Low
The organization’s
structure has no
unintended
consequence of
inhibiting
collaboration and
sharing of knowledge
across internal
organizational
boundaries.
Channels from which
knowledge is accessed
and how knowledge
flows are not
determined by the
organization.
Knowledge workers
are not motivated by
and do not take
rewards from the
organization to
generate and share
new knowledge.

Note. Regenerated from Wang et al. (2011).
Process Capabilities
Concerning the process capabilities of Gold et al. (2001) model, four factors focus
on KM processes such as acquiring, storage, dissemination, and application of
knowledge. Acquisition and conversion help to assess the transition of information and
knowledge inside the organization. Application refers to the current state of knowledge
use and distribution within the business operation. Lastly, protection focuses on the
organization’s ability to protect their knowledge from the inappropriate use of theft.
Tables 6, 7, 8, and 9 explore these process capabilities.
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Table 6
Acquisition Matrix on KMC
Acquisition

High
Members of the
organization make full use
of existing knowledge to
acquire or create new
knowledge.
The organization uses
newest techniques to
acquire knowledge such as
data mining or data
analysis.
The organization
prioritizes managing and
identifying which kind of
knowledge whether the
organization needs.

Medium
Members of the organization
cannot find existing
knowledge on time because
knowledge within the
organization is not integrated
and recorded completely.
The organization does not
follow the newest techniques
to acquire and distribute
knowledge.
Members of the organization
have irregularly innovative
activities.
Assessment and management
of needed knowledge are not
on time or not parallel.

Low
Knowledge workers and
members are faced with
problems from lacking
knowledge distribution
within the organization.
Members of the
organization do not use
any techniques to acquire
knowledge, or techniques
are outdated.
Innovation to generate
new ideas or knowledge is
not a prerogative of
employees.
The organization does not
know which kind of
knowledge it needs.

Note. Regenerated from Gold et al. (2001) & Wang et al. (2011)
Table 7
Conversion Matrix on Knowledge Management Capabilities
Conversion

High
Knowledge conversion of
tacit and explicit knowledge
happens all the time
between members of the
organization. They
interchange in their
innovative activities.
Members of the
organization interact
extensively, and tacit
knowledge is expressed in a
social way and passed from
human to human.
Members of the
organization capture tacit
knowledge by writing it
down or capturing it into
organization technologies.
In the organization, multiple
sources of knowledge are
brought together within a
context. People consume
explicit knowledge by
reading/viewing/hearing
from the external sources.

Medium
There are interactions
between tacit and explicit
knowledge of members of the
organization but not all the
time.
Contact of members causes
tacit to tacit interaction, but it
does not convert all the tacit
knowledge.
All tacit knowledge cannot
be captured to explicate, or
members do not know how to
convert tacit to explicit.
Explicit to explicit happens
within the organization, but
explicit knowledge is not
enough to be combined, or
members do not have the
ability to do so.
Sometimes, sources of
knowledge for members are
not enough, or they cannot
translate it into tacit
knowledge in an innovative
way.
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Low
Interaction between tacit
and explicit knowledge
rarely happens within the
organization. Members do
not follow the spiral order
of knowledge conversion.
Tacit to tacit does not
happen because of not
having extensive contact
and trust and not sharing
knowledge.
The organization fails to
exploit tacit knowledge,
and tacit knowledge is
improperly explicated.
Members of the
organization cannot
combine explicit
knowledge into a context.
Members do not know
how to translate explicit
knowledge into tacit
knowledge.

Note. Regenerated from Gold et al. (2001) & Wang et al. (2011)

Table 8
Application Matrix on Knowledge Management Capabilities
Application

High
The organization integrates tacit
and explicit knowledge into
repositories by codifying and
formulizing content for storage
in database system, recording
knowledge generated from
organization activities.
The organization’s knowledge is
captured, integrated, analyzed
and explained between
members.
The organization allows
members to learn from past
decision, and lessons are learned
from past projects or activities.
High interaction between
members through provided
channel for sharing tacit
knowledge.

Medium
Members integrate
knowledge repositories
but sometimes lose
external or internal
knowledge.
Weak interaction among
members. The
organization has a basic
channel for sharing tacit
knowledge.
Past knowledge or
decisions are not
accessible or not
documented.
The organization has IT
components that are not
the newest technology.

Low
The organization misses
all the knowledge
warehouses because it
does not try to integrate
knowledge.
The organization has IT
components, but they are
not used by members.
Members do not know
how to use past
knowledge, experiences,
success, or failure that
can help them create and
apply knowledge.

Note. Regenerated from Gold et al. (2001)

Table 9
Protection Matrix on Knowledge Management Capabilities
Protection

High
The organization has a
training program for
acceptable behaviors when
using internal knowledge.
The organization develops
teams to monitor, check, and
enforce security practices.
The organization has
procedures in place to secure
knowledge devices and
communication equipment.
All members must be held
accountable for any breaches
of security that may result
from their negligence in the
organization.

Medium
The organization does not
control training programs at
regular intervals to keep
members updated on changes
in policies and procedures.
The team is not active, and
authorized processes,
activities, and behaviors are
conducted inappropriately.
Knowledge devices and
communication equipment
are not secured within the
best facilities.
The responsibility of
members about their security
negligence in the
organization is not high; they
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Low
Members are not
familiar with the
organization’s mission,
vision, and goal, and
members do not know
which behavior is
acceptable.
There is no team to
check and control threats
that cause harms to the
organization.
There is no procedure to
secure knowledge, and
unauthorized knowledge
is sometimes
communicated through
an unauthorized channel.

The organization updates and
upgrades its security
procedures in a proactive
rather than reactive manner.

are accountable but not in all
situations.
Updates and upgrades to
secure procedures occur
through the organization, but
sometimes there is delay in
updating and upgrading.

Members are not
accountable for their
breaches.
Update and upgrade of
security do not happen
on time at all.

Note. Regenerated from Gold et al. (2001)
Organizational Learning and Innovation Culture
As described in Chapter 2, the newly defined framework of OL and innovation
culture is responsible for assessing four social aspects of an organization, namely,
managerial commitment, system perspectives and user involvement, collaboration and
openness, and innovation culture. By using this framework, the leadership and
management levels of an organization not only gain a better understanding of how
innovative their current working culture is, but they also locate the current weakness of
the social factor for organizational changes and improvements. Table 10 presents a
matrix for OL and innovation culture.
Table 10
Organizational Learning and Innovation Culture Matrix
Organization
al learning
and
innovation
culture

High
Leadership and management
always look for new ideas or
ways of doing things.
All parts of the organization,
such as departments, teams or
individuals, are
interconnected and working
together in a coordinated and
open-minded manner.
The organization has a
sharing-oriented culture:
employees share knowledge
easily and frequently.
The organization has a
climate of openness, trust,
and respect, which allow tacit
knowledge to be created,
shared, and used.

Medium
Leadership and
management rarely
support new ideas or the
employees’ innovation.
Some parts of the
organization somehow
work together but not in a
coordinated and openminded manner.
Sometimes, members do
not collaborate and share
their talent and ongoing
experience in
organizational assets
voluntarily but need to be
stimulated by the
management .
Openness and trust are
important among some
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Low
Creativity and new
ideas are not welcome
in the workplace, and
management levels
have no sense of
innovation at work.
There is no connection
or knowledge exchange
between the
organization’s units.
Individuals are not
willing to collaborate
and interact with each
other.
There is no emphasis
on sharing employees’
knowledge,
experiences, and skills.

The organization commits to
innovation-oriented culture
by providing a high number
of resources and management
support.
The organization engenders a
sense of involvement,
responsibility, and
contribution among
employees.

organization members but
not all of them. They do
not share all their
knowledge and
experiences.
Innovation and creation
are supported by the
organization but not in all
fields.
Employees have a sense
of responsibility, but the
organization does not
engender it.

Openness and trust are
not valued by the
members of the
organization.
There is no sense of
involvement and
contribution among
employees.
The organization does
not have a base of
innovation.

Participants
The study population comprised SMEs in Vietnam, and there are many reasons
behind this selection. According to the OECD (2019), SMEs account for almost 99% of
the firms in the OECD countries, and their contributions to regional economic reach
almost 75%. In developing countries such as Vietnam, SMEs are the most influential
roles in job creation, GDP contribution, venture creation, or entrepreneurship in their
nations (Mrva & Stachová, 2014). Currently, Vietnam has around 600,000 SMEs, which
are expected to become one million in the next decade and to create over 50% of
employment for the whole country (Das, 2017). Moreover, because of their small size,
SMEs can easily respond and adapt more quickly to environmental changes, such as
technology change, market adjustment, and so on. However, due to the limitation of
company resources such as budget, human resources, or IT infrastructure, they must
invest wisely for better returns or to be more competitive in the marketplace.
The current study sample comprised SMEs in Vietnam that had implemented KM
initiatives into their business operations. According to the Vietnam Decree 55/2009/NDCP about the definition of SMEs, these are establishments that have registered their
business and have fewer than 300 laborers for agriculture, industry, and fishery-related
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businesses or under 100 employees for trading and service firms. Using the stratified
random sampling method, SMEs were split into groups based on the business
performances in their market and growth rate. These two factors can reflect SMEs’
performance in their business operations, thus giving insights into how KMS affects this
performance. Due to the limited number of KMS projects in SMEs in Vietnam (Pham &
Nguyen, 2017), the members of each group were chosen using disproportionate stratified
sampling to ensure that the sample reflected the current state of KMS implementation of
SMEs in the target country. According to the 2017 Economic Census Report of General
Statistics Office of Vietnam, there were around 500,000 active firms in all industries.
However, due to COVID-19, only 126,565 enterprises participated in the 2020 Enterprise
Investigation of General Statistics Office of Vietnam, and the number of SMEs was
120,232, representing 95% of total involved enterprises. As Pham et al. (2020) and Pham
and Nguyen (2017) mentioned in their study about applying KMS to Vietnamese SMEs,
the rate of SMEs applying KM initiatives to their business operations was 25%.
Therefore, in 2020, the estimation of SMEs in Vietnam that integrated KMS was around
30,000. In this study, 300 SMEs from three biggest cities in Vietnam—namely, Hanoi,
Ho Chi Minh, and Danang—were invited to provide KMS implementation experiences
accordingly to Kline (2015) recommendation of sample size for SEMs. If the target
SMEs do not qualify on the KMS implementation or had merely begun to implement this
system on the survey’s first attempt, other SMEs in these cities or different areas could
have been involved in the second attempt.
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Data Analysis Methods
To study the correlation between variables, researchers often use factor analysis to
discover their potential relationships (Yong & Pearce, 2013). There are several factor
analysis methods such as principal component analysis, CFA, or exploratory factor
analysis (EFA). Since the study uses knowledge of the previous theories and frameworks
on KM, the CFA method is considered more suitable than the EFA method to identify
relationships between variables and underlying latent constructs (Schmitt, 2011). From
data collected via a survey tool, a CFA was performed to specify the construct between
exogenous variables—infrastructure capabilities, process capabilities and OL and
innovation culture—and endogenous variables—the success of KMS implementation—as
well as their latent constructs. This analysis was also used to test the validity of the
measurement model. Thereafter, structural equations among latent constructs were
examined to test the proposed causal relationships between study variables. CFA and
SEM were conducted utilizing RStudio and Lavaan packages.
Since KMC and OL are compound variables, it was necessary to use SEM to
verify the factor structure through CFA and determine how the exogenous variables relate
to the success of the KMS. As a subset of factor analysis, SEM allows to test whether the
complex data fit the hypothesized measurement model, which is based on the previous
studies and recommendations for future research in the KM field (Tarka, 2017). Since
CFA has no direct arrow between latent factors, SEM is often applied to specify the
causal relationship among factors and variables. In this study, CFA was applied to
determine the structure between KMC, OL, and the success of KMS implementation.
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Subsequently, SEM was used to demonstrate the structural model that shows how the
latent variables are related.
Discovered by Wright (1921), SEM is a multivariate statistics technique to
analyze the structural relationship between observed variables. Its main goal is to
construct a model and test its goodness-of-fit. In detail, the first step is to define the latent
constructs and develop a measurement model based on previous theories of the related
field. Then, CFA is performed to assess the measurement model, and its result must be
associated with the constructs’ validity (Li, 2016). In the next step, structural paths that
show the cause-and-effect relationship among endogenous and exogenous variables are
developed between constructs. Lastly, the structure model validity is examined by a
goodness-of-fit index, such as the chi-squared test, comparative fit index (CFI), root
mean square error of approximation (RMSEA), and so on. In this study, the chi-squared
test was applied to test the goodness-of-fit of the structure model. However, certain issues
need to be considered while using SEM—especially sample size and missing data. For its
sample analysis, there is no exact rule regarding the number of needed participants, but it
is recommended to have 10 per parameter to obtain a general consensus (Kline, 2015). To
handle missing data, several techniques such as listwise or pairwise deletion can be
applied. Other issues related to CFA and SEM about which researchers must be cautious
could be linearity, multicollinearity, outlier, or normality.
In this study, the RStudio and Lavaan packages were used to perform SEM. R
programming is an open-source language with an extensive library of packages
contributed by the R developer community. It provides a free environment for statistic
computing and data analysis purposes. Lavaan is an R package that has a user-friendly
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interface to perform SEM of complex surveys (Rosseel, 2012). More specifically, it
allows for SEM analysis of clustering, stratifying, and weighing multiply imputed
complex survey data. Before importing data into RStudio, a preprocessing step cleaned
and eliminated false or inappropriate values/records in the raw data. To begin, the
collected data were grouped and imported into RStudio. In addition to importing several
R foundation packages, the Lavaan package was loaded into the R console along with
several support R packages to perform SEM. The outputs of SEM were path diagrams
with corresponding fit measures through CFI, which ranges from 0 to 1, with a value
close to 1 indicating a better model fit. An acceptable model fit could be indicated by a
CFI value of 0.9 and above; thus, the goodness-of-fit of the proposed model confirms the
contribution of KMC and OL to the success of KMS implementation. The study uses
categorical data, a weighted root mean square residual (WRMR) under 0.9 and an
RMSEA under 0.6 can also indicate a good fit (West et al. (2012). In addition to
goodness-of-fit, I also discuss the standardized residual as Q-plot because it enables to
determine standard deviations of observed residuals from zero residuals that should

exist if the causal model fits perfectly (Byrne, 2012).
Trustworthiness
Validity
The study variables—KMC, OL, and the success of KMS implementation—have
been confirmed and validated by previous scholars (Allameh & Zare, 2011; Shrafat,
2018). I used construct-related validation to demonstrate the correlation of independent
variables, namely, KMC and OL and a dependent variable (the success of KMS
implementation). In other words, SMEs with a strong and robust KM readiness tend to
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have more successful KMS than those SMEs with a weak technical and social foundation
to implement KMS. Specifically, the model of KMC proposed by Gold et al. (2001)
comprising infrastructures and processes can capture the important technical factors
affecting knowledge progression in the organization. While being recommended by
previous studies such as Jennex and Olfman (2005) or Gomes and Wojahn (2017), OL
involves organizational social factors such as culture, leadership and management
commitment, and collaboration, which motivate employees to contribute knowledge, thus
promoting innovation at work. In addition, the convergent validity of the CFA, supported
by item reliability, construct reliability (CR), average variances extract (AVE), and
discriminant validity, is used to validate the measurement model. In detail, the item
loading on its underlying construct should exceed 0.7, and the average variance extracted
should be above 0.5 (Henseler & Sarstedt, 2013; Shrafat, 2018). Moreover, the
discriminant validity based on the square root of AVE of each construct should exceed
the intercorrelations between the construct and other constructs, as Bagozzi and Yi
(2012) recommended in their study about specification, evaluation, and interpretation of
structural equation models; therefore, the highest correlation among constructs should be
below 0.85. Moreover, a Kaiser-Meyer-Olkin (KMO) and a Bartlett’s test were also
performed to test whether the collected data were useful for factor analysis. To do so,
Yong and Pearce (2013) recommended that the measure of sampling adequacy (MSA)
should be close to 1 in the KMO test, and the p-value of Bartlett’s test should be under
0.05 to reject the null hypothesis (variances are equal across groups or homogeneity of
variances).
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In addition the KM-related questions, the survey comprised some general
information questions generated from control variables such as age, working time, or
educational background, which helped me filter the collected data and obtain appropriate
data for the analysis process (Heale & Twycross, 2015). For example, responses from an
employee who had worked less than 6 months or was in a trial period were usually
invalid since the employee did not have enough time and experience with business
processes and organizational culture, and their response could not reflect the
organization’s KM conditions. The selected targets of this study were SMEs in Vietnam,
a developing country with a high number of this type of firms. Despite the difference in
the business environment, this study on SMEs in Vietnam could be a reference to the
SMEs in developing countries due to the similarity in their business operations and
challenges.
Reliability
While the scales were validated by previous studies on KM initiatives, the results
of the survey varied as the collected data depended on the managers and employees’
knowledge of the KM subject. To make the measurement replicable and consistent, the
questionnaires were designed in detail and translated into Vietnamese to ensure that the
responders fully understood the question and gave the correct answers. Technical terms
and acronyms were well explained according to the order of the questions. Therefore,
grouping and related questions were used to ensure internal consistency in the responses.
I also used Cronbach’s alpha to assess the internal consistency of each criterion of the
questionnaire, thus ensuring the reliability estimation of the selected instrument. If the
Cronbach’s alpha is above 0.7, the instrument is internally consistent or reliable.
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Limitations
Because the study was conducted among SMEs in Vietnam, findings and
pathways might not be applicable to all SMEs in developing countries. Moreover, the
surveys collected data at a single point in time and might not have captured the changes
of the ongoing KM implementation. Ideally, participants such as employees and
management would give truthful and honest answers about their innermost thought, but
this is not always the case. Thus, another potential limitation was the participants’ biases,
which affected their thought and responses on the current KM conditions of SMEs such
as infrastructure, process, or culture.
Delimitations
This study is limited to the KMS implementation experiences of SMEs in
Vietnam; therefore, the selected participants may not reflect the whole SME population.
Other organizational factors that may affect the KMS implementation process, such as
the business field, current IT and KM conditions of the local community, and IT and
business process constraints in the business ecosystem, were not included in this study.
Moreover, as this study used a quantitative approach to conduct research to gain in-depth
analysis on the relationship between these factors in KMS implementation, more
case/qualitative studies ought to be reviewed to validate, refine, or add to the overall
completeness of KMS integration in SMEs in developing countries. Therefore, the
findings and results may not necessarily be generalized to other subjects, locations, or
future time periods.
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Summary
This chapter provides details on the applied research method, such as design, data
gathering, and analysis processes. The instruments section includes an explanation of the
revision of Gold’s KMC model, which adapts the main factors of this model plus a newly
defined factor—OL and innovation culture. The participant section focuses on the
population and sample characteristics to ensure that the appropriate data for the study are
collected. The trustworthiness section clarifies the validity and reliability of the
measurement based on the results of previous research to support the trustworthiness of
the current study. Limitations and delimitations identify the scope of the study and other
factors and variables not included in the investigation. The next chapter illustrates the
findings and results.
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CHAPTER 4: RESULTS
The purpose of this quantitative multiple factor analysis study was to identify the
impact of KMC and OL on the success of KMS by examining the implementation of this
system in SMEs in Vietnam. An online survey was designed to collect the KMS
implementation experiences of SMEs under the management and employees’
perspectives. It is crucial to compare and analyze different points of in an organization to
have a better understanding of organizational capabilities and KM initiatives.
Chapter 4 contains a summary of the research questions, summary of data
collection, data analysis, and results of the study from the responses of participants
through an online survey about KMS implementation in selected SMEs in Vietnam. This
chapter concludes with a summary and a transition to Chapter 5, which presents the
discussion and conclusion.
Presentation of Results
Due to the limited number of KMS projects in SMEs in Vietnam (Pham &
Nguyen, 2017), the members of SMEs were chosen using disproportionate stratified
sampling to ensure that the sample reflected the current state of KMS implementation of
Vietnamese SMEs. Currently, around 30,000 SMEs in Vietnam have implemented KMS
into their business operation (Pham & Nguyen, 2017; Pham et al., 2020). The percentage
of market performance and growth rate of KMS implemented in SMEs are shown in
Table 11 according to the Report of SME performance of VietnamMPI (2017). The ratios
of selected SMEs using disproportionate stratified sampling as the result of Table 11 are
close to the ratio of SMEs population that implemented KMS. Thus, the sample of SMEs
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that participated in the survey reflects the current state of KMS implementation of SMEs
in the target country.
Table 11
Disproportionate Stratified Sampling of Participating SMEs Compared to SMEs in the
General Population
Market performance and
growth rate
Both >10%
Both 5–10%
Either > 5%
Both < 5%
Total

Population
Frequency
1500
4500
16500
7500
30000

Percent
5%
15%
55%
25%
100%

Disproportionate Stratified
Sample
Frequency
Percent
1
5%
4
20%
11
55%
4
20%
20
100%

Twenty SMEs and several individuals working at SMEs from different cities in
Vietnam agreed to participate in this study, and all of them have implemented the KMS
into their business operations. The structured questionnaires were designed to have three
sections: the first was dedicated to employee and working profiles; the second comprised
the participants’ perspectives on the organizations’ current KMC; the third included
questions about their experiences with KMS implementation. The employees’ profiles
include organizational industry, location, working seniority, or position.
Descriptive Statistics Analysis

57

Figure 4
Participating SMEs by Industry

The number of valid responses in the study was 327. Based on the organizational
industry, participants from business services, wholesale and retail, education and training
sector, and health and social support activities accounted for 63% of the respondents. In
addition, the size of the participating organizations was almost evenly distributed across
employee numbers, as shown in Figure 5.
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Figure 5
Participating SMEs by Size

Figure 6
Participant Position at SMEs

There are two significantly different groups of respondents—managers and
employees—with two different working seniority categories (over 1 year and under 1
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year). In Figure 6, most of the respondents are employees, totaling 215 (66%). The
remaining respondents are managers and business owners. Based on the working
seniority, most of the respondents are new employees (working time from 6 to 12
months), totaling 209 (63%). The second group includes employees who have worked at
SMEs for 1 to 2 years, accounting for 69 (21%) of the total, and the last group comprises
people who have worked at the SMEs for over 2 years (16%).
Figure 7
Participant Working Times

Reliability and Construct Validity
To examine reliability, convergent validity, and discriminant validity, I used CFA,
which is also used to evaluate the fit of the proposed model with research data. Factor
analysis is an advanced data analysis method used in multidimensional analysis, which is
commonly used to evaluate scales related to sociological investigation activities. EFA is
often used as step-in data preprocessing to reduce the dimensionality of data. In addition,
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it can also be used as a pre-analysis step to direct in-depth analysis, such as regression
analysis, or for SEM models.
First, I used the Cronbach’s alpha coefficient to test the reliability of the scale.
This coefficient is a statistical test of the rigor of a scale’s set of observations (questions).
Each group of observed variables of a factor represents a characteristic; when combining
them and performing Cronbach’s alpha analysis, it is expected that all these observed
variables will be closely correlated and exhibit the same properties of a certain parent
factor. This inadvertently causes many observed variables to be meaninglessly excluded
when the observed variable of one group cannot have a strong correlation with the
observed variable of another group and cannot express the properties of other factors. At
the same time, in the original group of the observed variable, this variable is completely
significant when conducting a Cronbach’s alpha test for its group, and it is strongly
correlated with the variables of the same group, showing the properties of the parent
factor.
In this study, I conducted four different Cronbach’s alpha tests for four factors:
infrastructure capability (infra1 to infra11), process capability (process01 to process12),
OL and innovation (inno01 to inno06), and KMS implementation (kms01 to kms11). As
Connelly (2011) described in the Cronbach’s alpha study, the lowest acceptable
Cronbach’s alpha is 0.7. In this study, all the Cronbach’s alphas of the reliability tests
were higher than 0.7, as shown in Figures 8, 9, 10, and 11; moreover, the r.drop values of
all items were over 0.3, indicating that these were positively correlated with the scale.
Thus, instrument reliability showed fair stability and consistency.
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Figure 8
Cronbach’s Alpha for Infrastructure Capability
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Figure 9
Cronbach Alpha’s for Process Capability
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Figure 10
Cronbach’s Alpha for Organizational Learning and Innovation

Figure 11
Cronbach’s Alpha for KMS Implementation
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To test whether the data were suitable for factor analysis, I used two test methods,
the KMO test and Bartlett’s test. As a result of the KMO test, the overall MSA was 0.88,
and the MSA for each item was also close to 1, as shown in Figure 12. Moreover, the pvalue of the Bartlett test at 2.2e-16 (Figure 13) was under 0.05, indicating that the null
hypothesis could be rejected (variances were equal across groups or homogeneity of
variances). Results from the KMO and Bartlett’s tests showed that the collected data were
useful for factor analysis.
Figure 12
KMO Test

Figure 13
Bartlett’s Test

In the next step, a Pearson correlation test was conducted to determine whether
there was any relationship between the observed variables. As the result of the correlation
coefficient in Figure 14 and the plot in Figure 15, all variables had positive relationships
with each other as r > 0.
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Figure 14
Correlation Analysis
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Figure 15.
Correlation Analysis Plot

Structural Modeling Testing and Evaluating Fit Indices
To determine how well the structure model fits the sample data, I evaluated the
model fit indices. Next, I used SEM analysis and path analysis to verify and confirm the
relationship between the four constructs, namely, infrastructure, process, innovation, and
KMS implementation.
As the result of the model fit indices in Figure 16, the p-value of chi-square was
nearly 0.000 with a degree of freedom at 734, which was smaller than 0.05. The RMSEA
of 0.035 and the standardized root mean square residual (SRMR) of 0.05 (see Figures 16
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and 17) could also indicate that the model was fit for use in the analysis. However, the
CFI index was 0.895, indicating a poor model fit.
Figure 16
First Attempt at Structural Equation Modeling
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To solve the problem of low CFI, I performed an investigation of modification
indices to identify potential relationships between variables as well as improve the model
fit. As a result of modification indices in Figure 18, there were potential relationships
between factors and items (process versus infra03 and infra07; innovation versus infra03,
infra11, and process03; kmsimplement versus process03). After running SEM again with
the new model, the CFI index was 0.901, which is an acceptable fitting model, as shown
in Figure 19.
Figure 17
Model Modification Indices
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Figure 18
Second Attempt at Structural Equation Modeling
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Figure 19
Covariance Between Variables in the Second Attempt

However, as shown in Figure 20, the p-values between new relationships were
0.293, 0.652, and 0.734 and thus higher than 0.05 (process versus infra03 and infra07;
innovation versus infra03), which indicates that these relationships are not fitted well in
the structure model. I thus decided to run SEM again without these relationships. As
shown in Figures 21 and 22, the CFI index was 0.9, and p-values between variables were
under 0.05, indicating that the third attempt at SEM is an acceptable fitting model, and all
variables and factors can be used for analysis in the path diagram.
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Figure 20
Third Attempt at Structural Equation Modeling
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Path Analysis
To have a better understanding and visualization of the fitting model, path
diagrams are drawn to illustrate the relationship between items and constructs. In Figures
23 and 24, “inf” means infrastructure, “prc” means process, “inn” means innovation and
“kms” means KMS implementation. The covariance indexes between factors are all
positive, indicating positive relationships between these factors.
Research Question 1
Do KMC relate to the success of KMS implementation in SMEs in Vietnam?
The results of the third attempt at the SEM model proved that there are positive
relationships between infrastructure, process, and KMS implementation, as shown in
Figures 23 and 24 (β = 0.346, z-value = 3.802, p-value < 0.01; β = 0.308, z-value = 3.859,
p-value < 0.01); thus, hypothesis 1 is supported.
Research Question 2
What is the association between OL and the success of KMS implementation in SMEs in
Vietnam?
The outcome of the third attempt at the SEM model indicated that OL and
innovation culture have a positive effect on KMS implementation (β = 0.472, zvalue = 4.068, p-value < 0.01); thus, hypothesis 2 is supported.
Research Question 3
Do KMC and OL have a significant correlation with the success of KMS implementation
in SMEs in Vietnam?
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According to the third SEM outcomes in Figures 23 and 24, infrastructure,
process, and innovation factors have positive effects on KMS implementation; therefore,
Hypothesis 3 is supported.
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Figure 21
Regression and Covariance Between Factors

Figure 22
Path Diagram of Structure Model
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Summary
Chapter 4 described the findings obtained from the collected data, including
several descriptive statistics and step-by-step structural equation modeling. The collected
data, such as the ratio of participating SMEs by industry or size, the respondents’
position, and working seniority, were explained in detail in the descriptive statistics
section. To determine whether data were ready for analysis, a group Cronbach’s alpha,
KMO test, and Bartlett’s test were conducted to validate reliability and construct. Three
attempts at the SEM model were made as the results of the first and second attempts
could not find an appropriate fitting model. Chapter 5 discusses the study results.
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CHAPTER 5: DISCUSSION AND CONCLUSION
The purpose of this quantitative correlational study was to identify the impact of
KMC and OL on the success of KMS by examining the implementation of this system in
SMEs in Vietnam. Following a correlational research design and using an online survey
instrument, questionnaires were designed based on a revision of Gold et al. (2001) model
of KMC and Jennex and Olfman (2005) KMS success model to collect the current KMC
and KMS implementation experiences of employees and management levels of
participating SMEs. Chapter 5 consists of a discussion of the results from data analysis,
the limitations of the study, its application for business, recommendations for a practical
application of the study findings, recommendations for future related research, and a
concluding statement.
Discussion of Results and Conclusion
A quantitative correlational study was conducted to answer the research questions
on the relationship between KMC, OL, and the success of KMS implementation in SMEs
in Vietnam. The central research question focuses on what preconditions or capabilities
SMEs should have to achieve a successful KMS implementation. Therefore, three
subquestions of the study are the following:
1. Do KMC relate to the success of KMS implementation in SMEs in Vietnam?
2. What is the association between OL and the success of KMS implementation
in SMEs in Vietnam?
3. Do KMC and OL have a significant correlation with the success of KMS
implementation in SMEs in Vietnam?
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After a series of statistical analyses and SEM based on a survey of 327
participants from SMEs in Vietnam, several conclusions have been drawn regarding the
three hypotheses above. To identify the impact of KMC and OL on the success of KMS, I
performed three attempts at SEM to test hypotheses 1–3; the final results of SEM are
shown in Table 12.
Table 12
Summary of Hypotheses in the Study
Research
Questions
RQ1

β

Content of hypothesis

Infrastructure capability has a significant
positive effect on KMS implementation
Process capability has a significant positive
effect on KMS implementation
RQ2
OL and innovation culture have a significant
positive effect on KMS implementation
RQ3
KMC and OL and innovation culture have
significant positive effects on KMS
implementation
Note. ** indicates p-value < 0.01

p-value

Support

0.346 **

Support

0.308 **

Support

0.472 **

Support
Support

Research Question 1
KMC has a significant positive effect on KMS implementation
The result of SEM in Table 12 shows that the effects of infrastructure and process
capability on KMS implementation reached a significant level. Therefore, KMC, which
comprises infrastructure and process capability, has a significant positive effect on KMS
implementation. The results of this study also align with those of previous studies by
Shrafat (2018), Singh Sandhawalia and Dalcher (2011), and Razi et al. (2011) on the
effects of Gold et al. (2001) KMC framework on the success of KMS implementation.
Therefore, the capability of knowledge management—namely infrastructure and
process—influences the deployment of KM initiatives.
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Research Question 2
OL and innovation culture have a significant positive effect on KMS implementation
As shown in Table 12, the effect of OL and innovation culture on KMS
implementation reached a significant level, indicating that these have a significant
positive effect on KMS implementation. Differently from previous studies on the impact
of organizational culture on the success of KMS implementation, this study has combined
cultural factors from the KMC of Gold et al. (2001) and other essential social factors—
namely, OL, innovation, management commitment, and user involvement. In contrast
with studies on the effect of KM on innovation, such as those by Santoro et al. (2018) and
Valdez-Juárez et al. (2016), this study proved that OL and innovation affect the
deployment of KM initiatives within organizations, especially SMEs.
Research Question 3
KMC and OL and innovation culture have significant positive effects on KMS
implementation
The results presented in Table 12 show that the effects of KMC and OL and
innovation culture on KMS implementation reached significant levels (from H1 and H2),
which suggests that Hypothesis 3 was confirmed. In the proposed model of KM
readiness, KMC comprises infrastructure (technology and structure) and process
(acquisition, conversion, application, and protection), and it could cover the main area of
technical aspects related to KM, while OL and innovation culture are social factors
consisting of management commitment, system perspective and user involvement,
collaboration and openness, and innovation culture. The results of this study also align
with previous studies on the effect of social factors on KMS implementation. In a study
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about the impact of organizational factors on KM practices, Lin (2014) and Ugwu (2018)
confirmed that management support and collaboration have a positive relationship with
KM initiatives, while Lindner and Wald (2011) and Shaw and Edwards (2005)
highlighted the positive impact of system perspective and user involvement on KMS
implementation. Thus, both KMC and OL and innovation culture are critical to KMS
implementation in organizations such as SMEs.
In addition, I found other relationships between survey items and factors such as
infra11 and innovation, and process03 and kmsimplement. According to the survey
structure, infra11 indicates an organization’s KM; therefore, the way in which
organizations manage their knowledge could affect OL and innovation culture.
Meanwhile, process03 indicates that the organizational ability to capture and convert to
tacit knowledge has a certain effect on the success of KMS implementation in
organizations.
Application of Results and Conclusions to the Problem Statement
Since KMC and OL and innovation culture have significant positive effects on the
success of KMS implementation, the proposed model could serve as a framework for
SMEs to develop capabilities that could help boost the successful implementation of
KMS in the SME sector. The proposed model in Figure 25 was developed from the
assessment model for KMC by Gold et al. (2001) and combined with OL capability
developed by Jerez-Gomez et al. (2005). In this model, organizations—especially SMEs
in Vietnam—may need to improve KMC (infrastructure and process capability) as well
as create OL and innovation culture to achieve a successful KMS implementation. The
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results of the study also confirmed that social factors such as OL and innovation culture
play a critical role in KM and system implementation.
Figure 23
Proposed Knowledge Management Readiness Model

Application to Business
Due to the tight budget and limit on other resources, SMEs usually compete in the
market using their field knowledge, generally looking for efficiency and effectiveness in
their business operations. As leveraging knowledge in SMEs plays an essential role in
keeping them moving forward, developing a KM strategy is critical to SMEs’ survival.
Because of resource constraints, the number of SMEs in Vietnam that have invested in
KMS and applied KM initiatives into their business operations is only at 25% (Pham &
Nguyen, 2017). The results of the study could serve as a practical framework of both
technical and social factors, which SMEs in Vietnam could follow to implement KMS
more successfully. Besides the technical factor, management at SMEs should pay
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attention to social factors such as OL and innovation when implementing KMS. These
social factors not only include collaboration, openness, and innovation culture but also
commitment from the management and user involvement.
Recommendations for Action
A recommendation for SMEs’ management and KM practitioners is to develop a
complete KMS plan before implementing the system. In this plan, there should be an
assessment of both technical and social factors related to KM initiatives that could be
identified in the proposed model and survey items. An organization that has a higher
capability could achieve a more successful KMS according to the result of the study.
Moreover, choosing an appropriate strategy to deploy KMS is crucial to not only the
implementation process but also to help users make the best use of this system. For
example, agile development could be the best approach to implement KMS in
organizations. Having a small release of the system at a time, end users could not only
have some experience of and time with the new system, but they could also adopt a new
way of acquiring, sharing, and possibly creating new knowledge (Abrahamsson et al.,
2017).
Having a KM system ready is one thing, but having members of the organization
make efficient use of it is another. What is important is how employees can transfer
valuable knowledge to others and create a continuous learning environment within their
firms by using the advanced technology provided by the organization. Many KM projects
have succeeded to deploy this system in their respective organizations, but many systems
have not been used by the members of these organization. In these situations, KMS
implementation is considered a failure. Since implementing KMS not only affects an
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organization’s technology infrastructure but also changes its culture, management
commitment and user involvement are critical to the success of KMS implementation.
The support from management through providing leadership and rewards to
organizational members helps to steer the process of KMS implementation in the right
direction. For example, it is necessary to set up regular meetings with members of the
organization to review system functions and receive users’ feedback from the previous
deployment. These meetings are convenient opportunities for leadership and management
to show that KM implementation is a priority by attending the meetings, viewing the
system demo, or listening to their employees.
Recommendations for Further Research
A few opportunities arise from the limitations of the study. One limitation is that
the proposed model was developed from quantitative research. To gain in-depth
understanding of the relationship between these factors in KMS implementation, a
multiple case study could have better demonstrated the effect of OL and innovation
culture on the success of KMS implementation. Moreover, since the study collected the
data through an online survey, the participants may have provided biased responses that
could have produced biased data. Qualitative studies may be reviewed to validate, refine,
or add to the overall completeness of KMS integration in SMEs in developing countries.
In addition, the study recommends that scholars conduct a comparative study on regional
areas to expand the research scope or the impact of social factors on KMS
implementation. Lastly, the result of this study recommends that researchers also conduct
a study about the relationship between the way in which organizations manage their
knowledge—namely, explicit and tacit knowledge—and OL and innovation culture.

83

Concluding Statement
This research aimed to identify the impact of KMC and OL on the success of
KMS by examining its implementation in SMEs in Vietnam. Based on a quantitative
correlational study, it can be concluded that KMC and OL and innovation culture have
positive effects on the success of KMS implementation. The result also indicates that
social factors such as management commitment and user involvement, in addition to
creating an innovation culture, are vital elements when implementing KMS. By
combining KMC with OL capability, the proposed model could serve as a complete
framework for SMEs in developing countries to better prepare for advancing and
implementing KM initiatives.
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APPENDIX A
INVITATION TO PARTICIPATE
Dear Participate,
My name is Tuan Truong, and I am currently a student in the Doctoral Business
Administration Program at City University of Seattle. My research study is entitled,
Knowledge Management (KM) Readiness for system implementation at Small and
Medium Enterprises (SMEs) in Vietnam. This is a letter of invitation to participate in this
research study. The purpose of the study is to identify the relationship of Knowledge
Management Capability and Organizational Learning to the success of the Knowledge
management system (KMS) implementation of SMEs in Vietnam. In addition, this study
develops a proposed model that can serve as a practical framework for SMEs in Vietnam
to develop appropriate KM strategies and thus achieve successful KMS implementation.
Your participation in this survey is completely voluntary and all of your responses are
anonymous. None of the responses will be connected to identifying information. The
survey will take 15-20 minutes to complete. Your participation will contribute to the
current literature on the subject of Knowledge Management and system implementation
at organizations. There will be no individually identifiable information, remarks,
comments or other identification of you as an individual participant. All results will be
presented as aggregate, summary data. If you have any questions about this survey or
difficulty in accessing the site or completing the survey, or request a copy of the results
of this research study, please contact Tuan Truong at
truongtuan1@cityuniversity.eduThank you for your consideration, Tuan TruongSchool of
Business and AdministrationCity University of SeattleSeattle, WA 98121
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APPENDIX B
ORGANIZATIONAL INFORMED CONSENT FORM
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APPENDIX C
SURVEY STRUCTURE
CITYU RESEARCH PARTICIPANT INFORMED CONSENTFOR ON-LINE
SURVEYS AND INTERNET DATA COLLECTION
Key Information about this Research Study
The researcher will provide information about this research study to you before you will
be asked to participate in the study and before you sign this consent form.
Your participation is voluntary, and you can decide not to participate or withdraw your
participation at any time without penalty or negative consequences.
It is your choice whether you want to participate in this research.
The purpose of the research is to identify the relationship between Knowledge
Management Capability and Organizational Learning (OL) that will lead to the success of
the KMS implementation of SMEs in Vietnam.
If you choose to participate you will be asked to provide Knowledge management
experiences at your organization.
The risks or discomforts from this research include sensitive questions or questions may
cause emotional discomfort.
The direct benefits of your participation are gaining knowledge about how to improve
business performance and decision making through managing organizational knowledge
as well as tools and application to support knowledge transfer processes within the
organizations.
What should I know about being a participant in this research study?
This form contains important information that will help you decide whether to join the
study. Take the time to carefully review this information.
You are eligible to participate in this study because you are working at SMEs in Vietnam
for over 6 months.
You will be in this research study for approximately 5 years.
About 300 individuals will participate in this study.
Why is this research being done?
Purpose of Study: The purpose of the study is to identify the relationship between
Knowledge Management Capability and Organizational Learning that will lead to the
success of the KMS implementation of SMEs in Vietnam.
Research Participation
You will be asked to participate in the following procedures:
I understand I am being asked to participate in this study by completing an on-line
survey. The survey consists of 50 questions and is expected to take approximately 20 –
30 minutes to complete. You may choose to answer as many questions as you decide, and
each question will have a “no response” choice or not required option.
Are there any risks, stress or discomforts that I will experience as a result of being a
participant in this study?
Taking part in this research involves certain risks: This could include no known risks.
Will being a participant in this study benefit me in any way?
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We cannot promise any benefits to you or others from your participation in this research.
However, possible benefits may include gaining knowledge about how to improve
business performance and decision making through managing organizational knowledge
as well as tools and application to support knowledge transfer processes within the
organizations.
You will receive gain access to the result of the study for your participation in this
research.
You will not receive any payment for participation in this study.
Confidentiality
I understand that participation is confidential to the limits of applicable privacy laws. No
one except the faculty researcher or student researcher, his/her supervisor, and Program
Coordinator (or Program Director) will be allowed to view any information or data
collected whether by questionnaire, interview and/or other means.
If the student researcher’s cooperating classroom teacher will also have access to raw
data, the following box will be initialed by the researcher.
Steps will be taken to protect your identity, however, information collected about you can
never be 100% secure. Your name and any other identifying information that can directly
identify you will be stored separately from data collected as part of the research study.
The results of this study will be published as a thesis and potentially published in an
academic book or journal or presented at an academic conference. To protect your
privacy no information that could directly identify you will be included.
All data (the questionnaires, audio/video tapes, typed records of the interview, interview
notes, informed consent forms, computer discs, any backup of computer discs and any
other storage devices) are kept locked and computer files will be encrypted and password
protected by the researcher. The research data will be stored for 5 years. At the end of
that time all data of whatever nature will be permanently destroyed. The published results
of the study will contain data from which no individual participant can be identified.
Please be advised that information about you that is gathered for this research study uses
an online program located in the U.S. or a program that can be accessed from the US
(Fluid Surveys). As such, there is a possibility that information about you may be
accessed without your knowledge or consent by the US government in compliance with
the US Freedom Act.
Signatures
I have carefully reviewed and understand this consent form. I understand the description
of the research protocol and consent process provided to me by the researcher. My
signature on this form indicates that I understand to my satisfaction the information
provided to me about my participation in this research project. My signature also
indicates that I have been apprised of the potential risks involved in my participation.
Lastly, my signature indicates that I agree to participate as a research subject.
My consent to participate does not waive my legal rights nor release the researchers,
sponsors, and/or City University of Seattle from their legal and professional
responsibilities with respect to this research. I understand I am free to withdraw from this
research study at any time. I further understand that I may ask for clarification or new
information throughout my participation at any time during this research.
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I have been advised that I may request a copy of the final research study report. Should I
request a copy, I understand that I will be asked to pay the costs of photocopy and
mailing.
ELECTRONIC CONSENT: Please select your choice below.
Clicking on the "agree" button below indicates that:
- you have read and understand all of the above information, and
- you voluntarily agree to participate, and
- you are at least 18 years of age.
If you do not wish to participate in the research study, please decline participation by
clicking on the "disagree" button.
Agree
Disagree
Thank you,
Tuan Truong
School of Business and Administration
City University of Seattle
Seattle, WA 98121
Email: truongtuan1@cityuniversity.edu or truonghongtuan@due.edu.vn
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Section I – Company general information
1. Business area
-

Mining, Manufacturing industries

-

Construction

-

Agriculture, forestry or fisheries

-

Transportation or warehouse

-

Wholesale and retail

-

Health and social assistance activities

-

Education and training

-

Services

-

Commercial business and finance

-

Manufacturing or distributing products

-

Professional activities, science and technology

2. Business size
- < 50
- 50 - 100
- 100 - 200
- 200 - 300
- > 300
3. Business type
- Government enterprises
- Non-government enterprises
- Foreign-invested enterprises
4. Company location
List of cities in Vietnam
Section II – Participant Information
1. Name (not required)
2. Location
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List of cities in Vietnam
3. Current position
-

Business owner

-

Manager

-

Employee

4. Working time at the company
-

Under 6 months

-

6 – 12 months

-

12 – 24 months

-

Over 24 months

Section III – Information of knowledge management capability
Knowledge management is a systematic process of identifying, acquiring, storing, and
transferring information and knowledge that everyone in the organization can use to
compete and innovate. It relates to most of an organization's assets such as employees,
processes and activities, technology and culture.
Please evaluate the status of knowledge management in your organization.
This section has 7 parts
Part 1 - Technology Matrix on KM Capabilities
1. Technology support knowledge management in organization
-

-

Organization has technologies which can deliver relevant and timely knowledge
provision.
Members of organization could utilize resources of relevant knowledge through some of
organizational technology but not anywhere or any time.
The efficiency of knowledge utilization and timeliness in delivering relevant knowledge
is not the property of technology in organization.

2. Knowledge tracking technology
-

-

Organization has technologies to track the knowledge about its customers, partners,
employees, or suppliers.
Technologies help to track knowledge about customers, partners, employees, or suppliers
but it is not advanced technologies so sometimes organization can’t find related
knowledge timely.
Information about customers, partners, employees, or suppliers is not followed by
technology tools.

3. Collaboration technology in organization
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-

Organization has collaboration technologies that allow a rich expression and discussion
of ideas proposals.
Members who are using collaboration technology do not share their all resources and
knowledge. Or collaboration technology is not new.
Because lack of collaboration technology, sharing and collaborating knowledge between
employees are very difficult.

4. Knowledge sharing technology in organization
-

Organization has technology which enables it to have better representation of knowledge.
For representation of knowledge, organization uses old technologies.
Represent of knowledge is done without any technology

5. Data and knowledge management technology in organization
-

Organization has technologies that support the efficient storage and retrieve of codified
knowledge.
Storage and retrieval of codified knowledge are support by not new technology and
sometimes some activities are done by hand.
Storage and retrieval of codified knowledge are paper-based.

Part 2 - Organizational Structure Matrix on KM Capabilities.
1.

Sharing and collaboration ability
-

Organization structure is designed for flexibility so that it encourages sharing and
collaboration very well across boundaries within the organization.
Conversation and discussion happens irregularly
Organization structure has no unintended consequence of inhibiting collaboration and
sharing of knowledge across internal organizational boundaries.

2. Knowledge transfer channel in organization
-

An organization structure can determine the channel from which knowledge is accessed
and how it flows
Channel is determined by organization but sometimes happen for members that channels
are not enough or maybe they do not know kind of knowledge and its flows.
Channels from which knowledge is accessed and how it flows are not determined by
organization.

3. Policy of rewarding and motivating employees in the organization
-

-

Structure of organization is developed in the ways that motivate and reward employees
for taking time to generate new knowledge or sharing their knowledge.
Motivation and reward exist within organization for sharing and generating knowledge,
but rewards are very limited and motivation is not enough.
Knowledge workers do not motivate and take rewards by organization to generate and
share new knowledge.

Part 3 - Acquisition Matrix on KM capabilities.
1. Knowledge exchange in organization
-

Members of the organization make full use of existing knowledge in organization to
acquire or create new knowledge.
Members of organization can’t find existing knowledge on time because knowledge
within the organization is not integrated and recorded completely.
Knowledge workers and members have faced with problem from lacking of knowledge
distribution within the organization.

2. Knowledge acquisition technique
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-

Organization uses newest techniques to acquire knowledge such as data mining or data
analysis.
Organization is not following newest techniques to acquire and distribute knowledge.
Members of organization do not use any techniques to acquire knowledge or techniques
are out-of-dated.

3. Managing knowledge
-

Organization prioritizes in managing and identifying which kind of knowledge whether
the organization needs.
Assessment and management of needed knowledge are not on time or not parallel.
Organization does not know which kind of knowledge the organization needs.

Part 4 - Conversion Matrix on KM Capabilities.
1. Knowledge conversion
-

-

-

Knowledge conversion of tacit and explicit knowledge happens all the time between
members of the organization. They interchange each other in the innovative activities of
human beings.
There are interactions between tacit and explicit knowledge of members of the
organization but not all the times.
Interaction between tacit and explicit knowledge rarely happen within the organization.
Members do not follow order of spiral of knowledge conversion

2. Tacit knowledge transfer and conversion
-

Members of organization highly interact and tacit knowledge is expressed in a social way
and passed from human to human.
Contact of members cause tacit to tacit but these contacts are not extensive to convert all
the tacit knowledge.
Tacit to tacit does not happen because of not having extensive contact, trust, and not
sharing of knowledge.

3. Capturing and converting to tacit knowledge
-

Members of organization capture tacit knowledge by writing it down or capturing it down
into organization technologies.
All tacit knowledge can’t be captured to explicate or members don’t know how to convert
tacit to explicit.
Organization has failure to exploit tacit knowledge and tacit improperly explicate.

4. Applying knowledge into organization activities/tasks/projects
-

-

In organization, multiple sources of knowledge are brought together within a context.
People can also consume explicit knowledge by reading/viewing/hearing from the
external sources.
Explicit to explicit happens within the organization but explicit knowledge is not enough
for combining or members do not have ability to do so. Sometimes sources of knowledge
for members are not enough or they can’t translate it into tacit knowledge in an
innovative way.
Members of organization can’t combine explicit knowledge into a context. Members do
not know how to translate explicit knowledge into tacit.

Part 5 - Application Matrix on KM Capabilities.
1. Knowledge integration
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-

-

Organization integrate tacit and explicit knowledge into repositories such as codifying
and formulizing content for storage in database system, recording knowledge generated
from organization activities.
Members integrate knowledge repositories but sometimes lose external knowledge or
internal knowledge.
Organization misses all the knowledge warehouses because do not try to integrate
knowledge.

2. Knowledge transfer through organization communication
-

Organization knowledge is allowed to capture, integrate, analysis and explication
between members.
Weak interaction among members. Organization has a basic channel for sharing tacit
knowledge.
Organization has IT components to transfer knowledge but they are not used by
members. Or there is no IT components to transfer knowledge

3. Applying knowledge to solve current problems/task
-

Organization allow members to learn from past decision and lesson learned from past
projects or activities. Highly interaction between members through provided channel for
sharing tacit knowledge.
Past knowledge or decisions are not accessible or not documented.
Members do not know how to use past knowledge, experiences, success or failure that
can help them to create and apply knowledge.

Part 6 - Protection Matrix on KM Capabilities
1. Training on using organization knowledge
-

Organization has training program of acceptable behaviors in using organization
knowledge.
Organization does not control training programs at regular intervals to keep members
updated to changes in policies and procedures.
Members do not know which behavior is acceptable on using organization knowledge.

2. Knowledge secure
-

Organization develops teams to monitor, check, and enforces security practices.
Team is not active and authorized processes, activities, and behaviors are conducted
wrongly.
There is no team to check and control threats that cause harms to the organization.

3. Protection on knowledge transfer and communication equipment
-

Organization has procedures in place to secure knowledge devices and communication
equipment.
Knowledge devices and communication equipment are not secure with best facilities.
There is no procedure to secure knowledge equipment and sometimes unauthorized
knowledge is communicated over an unauthorized channel.

4. Responsibility on knowledge protection
-

All members must be held accountable for any breaches to security that may result from
their negligence in organization.
Responsibility of members about their negligence of security in organization is not high.
They are accountable but not in all situations.
Members are not accountable for their breaches.
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5. Updating and maintaining protection procedures
-

Organization updates and upgrades its security procedures in a proactive manner rather
than reactive manner.
Updates and upgrades to secure procedures occur through the organization but sometimes
there is delay in updating and upgrading.
Update and upgrade of security do not happen on time at all.

Part 7 - Organizational learning and innovation culture matrix
1. Leadership and innovation seeking manner
-

Leadership and management always look for new ideas or ways of doing
thing.
- Leadership and management rarely support new ideas or innovation of
employees.
- Creativity and new ideas are not welcome at the workplace and
management levels have no sense of innovation at work.
2. Collaboration and openness
-

All parts of the organization such as departments, teams or individuals are
interconnected and working together in a coordinated and open-minded
manner.
- Some parts of the organization somehow work together but not in a
coordinated and open-minded manner.
- There is no connection or knowledge exchange between organization’s
units.
3. Sharing culture
-

Organization has sharing-oriented culture like employees share knowledge
easily and frequently.
- Sometimes, members do not collaborate and share their talent and ongoing
experience into organizational assets voluntarily but need the management
stimulation.
- Individuals do not have willingness to collaborate and interact with each
other.
4. Knowledge exchange and creation culture
-

Organization has a climate of openness, trust, and respectful which allow
tacit knowledge to be created, shared, and used.
- Openness and trust are important among some organization members but
not all of them. And they do not share all their knowledge and experiences
that need to be shared.
- There is no emphasizing on sharing employees’ knowledge, experiences,
and skills.
5. Developing innovation culture
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-

Organization commit to innovation-oriented culture by providing high
amount of resources and management support.
Being innovated and creative support by organization but not in all fields.
Organization does not have a base of innovation.

6. Employee involvement and contribution
-

Organization engenders a sense of involvement, responsibility, and
contribution among employees.
Employees have sense of responsibility but the organization does not
engender them.
And there is no sense of involvement and contribution among employees.
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Section IV – Success of KMS
Part 1 – Effectiveness of KMS
High

Medium

Low

High

Medium

Low

High

Medium

Low

High

Medium

Low

KMS is easy to use
KMS is user friendly
KMS is stable
The response time of KMS is acceptable
Part 2 – KMS output

KMS makes it easy for me to create knowledge
documents
Knowledge and information provided by KMS
is available at a time suitable for its use
The knowledge or information provided by
KMS is
important and helpful for my work
The knowledge or information provided by
KMS is
meaningful, understandable, and practicable
Part 3 – Content and quality of KMS

KMS provide contextual knowledge and
information which is easy to access and apply
to work
KMS provide complete knowledge and link to
knowledge and information sources for more
detail inquire
KMS provide accurate and helpful expert
directory (link, yellow pages) for my work
Part 4 – User satisfaction

I am satisfied that KMS meet my knowledge or
information processing needs
I am satisfied with KMS efficiency and
effectiveness
Part 5 – Perceived KMS benefits
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High

Medium

Low

High

Medium

Low

KMS helps me acquire new knowledge and
innovative ideas
KMS help to manage knowledge and enable me
to accomplish tasks more efficiently
My performance on the job is enhanced by
KMS
Part 6 – System use

KMS help me to make decision more accurate
and on time
KMS help me to transfer information and
knowledge to others
KMS use to share my general and specific
knowledge
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APPENDIX D
Figure 24
Covariance Between Variables on the First Attempt
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Figure 25
Covariance Between Variables and Regression Between Factors on the Third Attempt
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