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Abstract: Problem statement: This study investigated the social-technical viefv knowledge
management that supported a close social and tegyneelationship on automotive industry in
Australia. It also examined the impacts of legadyl §roupware technology as a mean to support
knowledge management in providing value creationafo automotive company. The industry viewed
legacy EDI groupware as an agent in converting tawwledge to explicit knowledgé\pproach: It
was a descriptive study. In this study, an undertplexplored the implementation of this groupware
application, its organisational impact, succestofacand success indicators and this using thesfnaork

and analysis of legacy EDI groupware, which incoaged the objectives, strategies, success indgator
and success factors. The study presented the dirafim case study of an automotive company, who
contracted an external website design consultaimpdement legacy EDI groupware system on their
sites. The report explored the website design damticompany in order to gain an alternate petspec

of topics and issues raised by the studgsults: In this study, legacy EDI groupware technology had
successfully offered infrastructure to the autometindustry, which supported the acquisition of
knowledge and enhanced the environment that swgzpéine creation and management of knowledge
artifacts.Conclusion: The choice and use of the legacy EDI groupwargpr@as a means of supporting
knowledge management in providing value creationaftomotive industry, was because of the belief
that this technology was able to provide a strafegynanaging and exploiting knowledge. This prbjec
also served to help automotive industry in undeditey its knowledge asset, i.e., the value of its
knowledge and in assessing that the successfutatph of its knowledge.
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INTRODUCTION “Knowledge management refers as a tool by

) ) which the Organization’s core competencies
In an article by Offsey (1997), this author assert can be focused and developed”

that it is increasingly important for organizatiots
identify the need to develop better techniques to
manage their knowledge assets. In another artlnjes
Newman (1997) and Nonaka (2006), these author
states that the recognition of knowledge sharimgssc
departments, functions, or geographical locatiens i
core organizational competence for most organinatio
As a result, groupware application technology tea

for providing solutions to organizational competenc
because it allows information sharing and collabora
across departments and functions.

The following section explores why knowledge is a
factor of major importance and an important indicat
of the success for the Organization. Knowledge
management is an extension of information systems
management where the Organization gains benefits
from a more effective use of its knowledge. Therefo As a result, knowledge management is concerned
a view of knowledge management may is: with decision support systems, data warehousing and
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Hence, this provides knowledge management with a
strategic focus (Remenyi, 1999; 2004). In anothiile,
Bernard (1996) argues that, the adoption of Intrane
technology particularly groupware application also
facilitates Organization-wide knowledge management.
The definition of organization-wide knowledge
management is:

“Organization-wide knowledge management
involves the broad processes of locating,
transferring and more efficiently using of the
information and expertise within an enterprise”
Bernard (1996)




J. Social i, 6 (2): 256-264, 2010

data mining. Therefore, knowledge management isampling design, selection of measurement scalds an

closely associated with Intranet
particularly groupware applications.

applications,data analysis techniques, followed by a presemtatial
discussion of the results, the limitations of stady the

Another reason why groupware applications are@mplications for practitioners and future research.

applications that can facilitate Organization-wide

knowledge management, are that they are able thiterature review: Having identified knowledge as a

provide people with an unprecedented global many-tomajor issue and

indicator of the success of an

many medium that allows these people to exchang®rganization, the study introduced the importanoe o
information. According to Hauben and Hauben (1997)groupware application with knowledge transformation
individuals around the world are now able to br@atic and creating knowledge:

their isolated opinions and gain feedback from a
diversified population Hauben and Hauben (1997). He
also suggests the view that knowledge management is
an extension of information systems management,
which utilizes the exchange of business information
through an IT network. This entails the exchange of

“Knowledge management is concerned with
recognizing and managing all the organization’s
intellectual assets (which include knowledge,
information and data) to meet business
objectives” (The IMPACT Programme, 1998)

information electronically between separate

organizations, or between an Organization and its According to The IMPACT Programme (1998)

customer, business-to-business or business-toroesto report’s:

Such a network of exchanging information is crutial

support successful business partnerships. “In knowledge management, the
However, in order to achieve knowledge transformation of knowledge includes (1)

superiority, an Organization must first understarsd assisting decision making, creativity and

knowledge asset, i.e., the value of its knowledge, administration;  (2) fulfilling  statutory

application of that knowledge and the true costfT
operations (Wong, 2003; 2004). This means the
Organization needs to establish a proper knowledge
management project that provides a strategy for
managing and exploiting such knowledge. With this i
mind, the chosen legacy EDI groupware technologyis
appropriate knowledge management tool, which allows
inter-and intra-organizational exchange of codified
information in a structured machine accessible form

requirements; (3) informing, persuading or
educating stakeholders; (4) giving competitive
edge; (5) yielding profits, from sale or some
other form of direct commercial exploitation;
(6) underpinning pleasure, satisfaction or
comfort-of-mind and (7) enhancing personal
power” (The IMPACT Programme, 1998)

The following example shows that associated with

This study seeks to answer the following researctknowledge transformation and sharing, these may be

guestions:

 To what extent can the adoption of a knowledge
management project, which involves legacy EDI
groupware, serve as a mean to support knowledge
management in providing value creation to the
Organization?

e If so, how and why does the adoption of legacy
EDI groupware KM project act as a vehicle to
support knowledge management in providing value
creation to the Organization? This involves the
success factors, the success indicators, the
strategies and the objectives of the KM projects

Below, we review the literature and discuss the

relevant to knowledge management:

“TAB racing Australia operates in a volatile
betting market where the amount of money
staked is not always reflected in the odds being
offered. Tacit knowledge (unwritten rules) is
applied to make judgments as to whether a
financial exposure exits or not. This ‘nose’ for
the business includes aspects of ‘Know-how’,
’know-what’ and ’know-who’, but the ‘Know-
who’ (trainers, jockeys-horse) frequently
influences the close-call decisions” (The
IMPACT Programme, 1998)

Authoritative authors Nonaka and Takeuchi (1995)

research method used to examine the adoption argiate that:

integration process of a legacy EDI groupware
knowledge management project for an automotive
company. Following this, the descriptions of the
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“Knowledge  management is  creating
knowledge and is also a process of providing
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Table 1:Knowledge transformation and sharing (Menaand

objective information by tapping the tacit,
Takeuchi, 1995)

which are highly subjective insights, intuitions

and hunches of individual for meeting the  1ansformation To tacit Toformulated
business obiectives. Knowledae creation is also From tacit ‘Share: Personal Transform: Formalization
e ) s N g A interaction (social (documentation,
a spiraling process of interaction between tacit processes, training)  electronic memory)
and explicit knowledge. Therefore, the From Transform: Share: Integration
formulated Internalization (practicing, learning)

interaction between these kinds of knowledge
leads to the creation of new knowledge”
(Nonaka and Takeuchi, 1995)

Pan and Scarbrough (1999) proposed that their
findings concerning the social-technical view of

Table 1 illustrates how the operations ofknowledge management supports a close social and
knowledge sharing and transformation relate totechnology relationship. They suggest that tectmolo
formulated and tacit knowledge, involving the shgri is the driving factors for top management to be
of each and the processes of the transformatieittoér ~ proactive and supportive particularly on their Inesis
into the other. performance and competitiveness.

According to Ciborra and Patriotta (1996), the In summary, based on the above empirical study by
reason for the adoption of legacy EDI groupwareCiborra and Patriotta (1996) and Pan and Scarbrough
technology in enabling the practice of knowledge(1999), established a conclusion that the adoptibn
management within organizations is as follows: information  technology including legacy EDI

groupware merges closely with organizational issues
application has recursive and  The discussion of the framework for analyzing a
relationship between user groupsknowledge management project that involved legacy
technologies and the structural properties of théEDl groupware also supports previous empirical

Organization research. The framework for the knowledge
« The process of codified forms of knowledge management project referred to above incorporatas f

(turning tacit into explicit knowledge) will be stages: The objectives, the strategies, the success

called on, in the development of hardware andndicators and the success factors (Moody and 3hank

software during its designing stage. This meansl999).

that knowledge is extracted from the person who

developed it and stored in electronic repositoriesFirst stage, the objectives of knowledge management

easily accessible by anyone in the Organization’project: Objectives define what a knowledge

(Ciborra and Patriotta, 1996) management project is trying to achieve.

According to Davenporét al. (1998), knowledge

Another aspect as to why information technologymanagement projects can provide four types of
(legacy EDI groupware) has strong interaction withobjectives that allow Organization to achieve
organizational functionality and practice is in the knowledge superiority. They are as follows:
social-technical theory advanced by Pan and
Scarbrough (1999). According to these authors,ethere
are three different levels of functionality and giiee as
outlined below:

*  Groupware
interactive

Creating knowledge repositories; groupware
focuses on creating structured repositories tcestor
explicit knowledge

« Improving knowledge access; groupware focuses
on providing access to tacit knowledge and
facilitating its transfer between the individuals
Enhancing the knowledge environment; groupware
focuses on the establishing an environment

» Infrastructure refers to the hardware/software,
which enables the physical and communication
contact between network members .

» Infostructure refer to the formal rules that govern

the exchange between the actors on the networks
providing a set of cognitive resources (metaphorss
common language) whereby people make sense of
the events on the network

e Infoculture refer to the stock of background

knowledge, which actors take for granted and whichSecond  stage,

conductive to knowledge creation, transfer and use
Managing knowledge as an asset; groupware
involves in measuring the value of the knowledge
assets” (Moody and Shanks, 1999)

the strategies of knowledge

is embedded in the social relations surroundingkwor management: Strategies that define the methods for

group processes” (Pan and Scarbrough, 1999)
258
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According to Hansemt al. (1999), there are two types of success factor for implementing knowledge
broad types of strategy for implementing knowledgemanagement project (Davenpetr@l., 1998; Moody and
management (Moody and Shanks, 1999). They are &hanks, 1999; Ahmaa al., 2009). They are as follows:

follows:

» Caodification strategy: Codification is about turgin
tacit knowledge into explicit knowledge .

» Personalization strategy: Personalization focuses
on tacit knowledge and involves the sharing of
knowledge directly between people” (Moody and

Shanks, 1999) .
Hanseret al. (1999) found that: .
“The implementation of knowledge .

management in all companies use elements
drawn from each strategy, either focus on one
type or focus on both together. Moreover, the
choice of strategy was dependent on the
competitive strategy of the Organization”
(Moody and Shanks, 1999)

Third stage, the success indicators for knowledge
management project: Success indicators measure the,
effectiveness of a knowledge management project,
which includes the dependent variables or the onéco
measures.

According to Davenportet al. (1998), they
identified four success indicators for knowledge

The link to economic performance. This involves
money saved or earned

Technical and organizational infrastructure. This
refers to the level of involvement through
technology and organizational infrastructure fa th
success of knowledge management project
Flexible knowledge structure: Finding the right
balance of knowledge repositories to a project
Knowledge-friendly culture: Finding the aspects of
a knowledge friendly culture

Clear purpose and language: Clearly defined
communication and objectives are important for
success

Change in motivational practices: Incentives and
rewards are important to motivate people

Multiple channels for knowledge transfer. This
means providing opportunities for face to face
contact as well as electronic forms of
communication

Senior management support. This implies
providing funding and other resources for the
success of the Organization” (Moody and Shanks,
1999)

In summary, the literature review above has

management projects (Moody and Shanks, 1999 empted to provide an overview of the empirical

These are as follows:

studies by Moody and Shanks (1999) pertaining to

) . _knowledge management projects. It explored the
*  Growth in resources attached to the project. Thig,ccess factors, the success indicators, the gigate

refers to the increases in number of people or theng the objectives. It was then synthesized into an
size of the budget assigned to the project over ity |ysis framework and used as the basis for dsalf's

lifetime
* Growth in knowledge content and usage. This is

_the case study data.

Furthermore, the exploration of the research

measured by increase in the volume of knowledgenethod used to examine the role of knowledge

stored in repositories

management in the adoption and integration prooess

4 Organizational initiative. This means that if the |egacy EDI groupware KM project for an automotive
projects are the initiatives of one or two indivédsl  company will be discussed. It is proposed that the
they are less likely to succeed than projects thagnalysis framework (Moody and Shanks, 1999) shown
originate in Organization-wide initiatives in Fig. 1, which incorporates the objectives, sasce

+ Financial returns. This refers to the financialrat indicators and success factors of Davenpoal. (1998)
either for the project itself or for the Organizati  and the knowledge management strategies identified
as a whole” (Moody and Shanks, 1999) Hanseret al. (1999) will be applied to this study.

Stage four, the success factors for knowledge
management projects. Success factors define the
conditions that lead to success in knowledge

MATERIALSAND METHODS

The basis of the research methodology is using an

management projects. According to Davenpsirtal. ~ explorative case study approach. The key players
(1998) and De Long and Fahey (2000), there aret eighdentified were from the iNature Online Consult@atand
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interviews of these individuals are part of thise@rch (the The company was to offer Western Australia car bsiye
Technical Supervisor and the Operations DirecfBhie  an innovative option to serving vehicle needs aad h
interviews were semi-structured and later transctib been in business since the mid 1980’s. Employirgy ov
Each interview took about 2 h to complete and fedus 100 staff, the annual turnover is Aus $130 million.
on the objectives of the particular groupware prbje QOrganization A has several Mitsubishi and Hyundai
with which the individuals were involved, the netk®  new and used vehicle franchises and five tailomsztu
and research that was shaping the diffusion, desigh \ehicle outlets, which stretches across the Perth
implementation processes. metropolitan areas. Organization A has also 6 moder

b tThe c;’:lse studEyDlaIso explored thel_ re:f’;\tions.r:iqu" equipped “Formula One Autocare Centers”, (3
etween legacy groupwareé application, - Sy, of the river and 3 south of the river), which

organizational impact, success factors and succespsrovide comprehensive car servicing and repairatesp
indicators. In addition, included is the use ofoimfial

conversations and documentary evidence in order Bars and "?‘CC?SSO“G,S- . .

obtain rich process descriptions of the study. ~ Organization A’s website was designed and
According to Yin (1994), it is important to ensure imPlemented by an exterr:gl cno_nsultant (|Natur“e @i

adequate rigor in research design when utilizingeca Con,jsultant Co) and went “live” in July 2007. A "ty

research. Therefore, the anticipation is that thelysis ~ED!” web based groupware application developed by

framework (Moody and Shanks, 1999) shown in Fig. 1iNature Online Consultant Co. and implemented & th

will be used as the bases for analysis of the sasty ~ Organization, which allows, management to apply to
data. cover the implications of Intranet with its staff,

_ _ _ o suppliers and customers.
Background information of pilot organization:

Organization A is a family owned automotiveup.

RESULTS
Success factors
Why was groupware An analysis framework (Moody and Shanks, 1999)
Objectives unsuccessful?) % shown in Fig. 1, will be used as the bases foneimbf
What was the I the case study data.
ilﬁt”:cfl;]f;t ‘;ﬁ:;ggemmagmm‘—' Success indicatars In this study, the respondents (the Technical
=1 was the groupware Supervisor and the Operation Director from iNature
Swategies project? Online Consultants) were invited to answer anddatdi
How was the from a list of activities in the matrix on behalfrf

groupware project
objectives

Organization A.

achieved?

Stage one; objectives (Table 2): What was the
Fig. 1: Analysis framework (Moody and Shanks, 1999) groupware application project trying to achieve?

Table 2: Relationship of objectives of KM projeatddegacy EDI groupware matrix: Moody and Shanie96)

Objectives KM project Operations staff Existing trunsers Marketing staff

Create knowledge repositories Provide 24 h acdésgib Provide quick response Information easilycassible to
accurate information provided on request/queries ublip

Improve knowledge access Facilitate transfer af tac Increase in satisfaction Facilitate transfetaafit knowledge
knowledge between individual between individual

Manage knowledge as an asset Moderate Not sure retede

Enhance knowledge environment  Improve conducivérenment Increase in satisfaction Improve condueiveironment for
for sharing knowledge sharing knowledge

Table 3: Relationship of strategies of KM projeatidegacy EDI groupware matrix: Moody and Shanig9@)

Functionality data bases, e.g., External network, e.g., supplier
Strategies for the KM project operational and administration and customer focus Listservers e.g., end-users
Codification strategies Not codifying because providing Not codifying besa providing Not ascendable

access to already codified knowledgeaccess to already codified knowledge
Personalization strategies Not ascendable Not ascendable Involves exchange of ideas

and experiences between
individual end-users
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Table 4: Relationship of success indicators of Kidjgct and legacy EDI groupware matrix: Moody amdks (1999)
With respect to Organization A: Pre- adoption afupware Post- adoption of groupware One years frost- adoption of groupware

Growth in resources attached to Low Improved High

the project

Growth in knowledge content No online discussion créase online discussion Exponential increase ewuliscussion/
and usage request/business improved
Organizational initiative Not appealing Satisfantio Increasingly Appealing/ satisfaction
Financial return Stagnant Indications of cost réidac Business improved/profit increased

Table 5: Relationship of success factors of KM @cbpnd legacy EDI groupware matrix: Moody and s44999)

Pre-adoption of legacy Post- adoption of legacy One years from post-adoption
With respect to organization A: EDI groupware EDdgpware of legacy EDI groupware
Link to economic performance Normal Indication miprovement Strong indication of
in financial savings Improvement in financiavisas
Technical and organizational Normal Increased ivemwlent in both Exponential increased involvement
infrastructure Intranet and internet technology bath Internet and Intranet
and WWW infrastructure technology and WWW infrasture
Flexible knowledge structure Not appealing Satisdac Increasingly appealing/satisfaction
Knowledge-friendly culture Negative attitude to kedge, Towards positive attitude to Positive attit to knowledge,
organization learning low, knowledge, organizatiesrning organization learning increase,
innovation low increase, innovation increasing nawation increasing
Clear purpose and language Not determined Objaexctieang defined in Objectives being defined
company mission statement in company missioerstamt
Change in motivational practices No incentives @vedards system Staff are motivated by Staff arevatd by incentives and
incentives and rewards system rewards system
Multiple channels for Confined to face to face ehnmiet access for Face to face, electronic forms of
knowledge transfer customer request communication
Senior management support Management participitvon  Indications of management Indications of mamagnt
support increases support increases

The above indicator (Table 2) provides the findingin allowing information sharing and collaboration
for the legacy EDI groupware project in trying to across departments and functions (Herdawstial.,
achieve. These are as follows: 2009).

* In the scope of creating knowledge repositories, itStage two; strategies for KM project (Table 3): How

: ’ N X . was the groupware project objectives achieved?
created a virtual ‘information library’ accessilalé . .
I To answer the question of how the achievements of
h a day to staff across all branches. The sigmifica g - L
. he groupware project objectives came about, it is
improvement observed was due to the externa

knowledge (knowledge from an external source) necessary to explore the three major of componaits

This means that improved information exchangethe legacy EDI groupware project. These are asvis

can lead to intangible benefits, cost reduction and:unctlonahty databases (_operatmnal and adminisirh .
o external network (suppliers and customers) and list
quality improvement efforts

. . . servers (end-users). The list server componentrfits
* In the scope of improving knowledge access, it ha

- ; the personalization strategy because it involves th
helped to fac.'l't"?‘t? the transfer of tacit knowledg exchange of ideas and experiences between indisidua
between the individuals

. i.e., end users. However, the other two componeéats
* In the scope of enhancing the knowledge,q g jntg either of the strategies, i.e. the itiodtion
environment, it has helped to induce anguaieqy or the personalization strategy. This mehat
environment for sharing knowledge both the functionality databases and external nddsvo
focus on explicit knowledge and are not concernéll w
In summary, the legacy EDI groupware project hagodifying knowledge. However, the functionality
successfully created a knowledge repository fordatabases and external network components prowigte o
knowledge transformation, sharing and knowledgeaccess to already codified knowledge resides in the
creating processes for Organization A. This projecklectronic form.
entails staff of Organization A’s tacit knowledgehich
can now be codified into formulated knowledge andStage three; success indicators for KM project
now resides on electronic form. In addition, thgaley = (Table 4): How successful was the groupware legacy
EDI groupware project has also proven to be sub@less EDI project to Organization A?
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The above indicator (Table 4) provides findings on

the level of success for the legacy EDI groupware
project in Organization A: .

In regards to the scope of growth in resources
attached to the project, the estimated total cofts
ownership for implementing the project was
$98,400. However, the estimates of the annual
budget of recurring or operational costs would be
$24,000 per annum .
In regards to the increase in the growth in
knowledge content and its usage, there was an
exponential increase in information usage since the
post adoption of the groupware

In regards to the extent of organizational initiafi
there seems to be greater levels of satisfaction on
the part of end user. Customers’ complaints have
dropped significantly since the adoption of legacy
EDI groupware in the organization

In the regards to the size of the financial return,
there seems to have been some reduction in cost, as
the legacy EDI groupware is able to integrate webr
EDI with their inventory, accounting and order
entry system. This means that the integration
brings about an increase because it greatly
decreases human involvement in information flow,e
thus making business processes simpler, faster,
cheaper and less error prone

In summary, the success indicators have indicated

that a significant impact to Organization A has
occurred. They have improved the quality of their
management decision making and thereby improved the
quality of service provided to their customers.

Stage four; successfactorsfor KM project (Table5):
Why was the groupware project successful
unsuccessful to Organization A?

or

For Organization A, the findings of the success

Internet and Intranet technical infrastructure and
the World Wide Web

Concerning the degree of flexible knowledge
structure, the project involved different levels of
structure of knowledge content. Some have
sophisticated indexing  structures; that s,
information generated from the integration with the
internal accounting and inventory system or
information transformed through search engines

In the scope of knowledge friendly culture, there
was an indication of positive attitude to knowledge
sharing particularly from suppliers and among
other staff. For example, supplier coordination,
including smooth flows of information provides
greater information linkage and able to gain a
competitive advantage over their rivals

In the scope of clear purpose and language, the
project has provided staff and suppliers with asces
to on-line inventory request to support in invegtor
turnover. It also provided speedy information
sharing with customers

In the scope of motivation to share knowledge, the
project has successfully proven that staffs were
motivated to share knowledge through an
incentives or rewards system

In the scope of multiple channels for knowledge
transfer, the project has provided two channels for
knowledge transfer, both electronic: Through the
Internet for customers to access to the latest
product information and through the list-serverns fo
staff to share knowledge and experiences amongst
individuals

Assessing the extent of senior management
support, the project has promoted and secured
active participation among management

In summary, the legacy EDI groupware project has

satisfied most of the eight success factors defindle
framework. The legacy EDI
successfully offered cost savings to Organization A

groupware has also

. . . which flow from improved information exchanges
Concerning the extent of linking to economic between its customers and its suppliers

performance, this project has saved significant
amounts of money for Organization A. However,
the estimated total costs to the owner for
implementing the legacy EDI groupware project
was $98,400. It was anticipated to produce an

increase of annual sale of Aus $ 30 million (fromlegacy EDI

DISCUSSION

Demonstrated in this study, is the proposal that
groupware has successfully offered

Aus $100 million to Aus $130 million) a year after infrastructure to Organization A, which has supedrt

implemented the KM project

Concerning the scope of technical

the acquisition of knowledge and enhance the
andenvironment in which knowledge artifacts are credate

organizational infrastructure, this project usedand managed. Several reasons are associated with th
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significant of legacy EDI groupware particularly to requires further testing for thorough empirical
Organization A: validation.
The results of this study also suggest the effecti
» The recognition that legacy EDI groupware is theand efficient and empowering conversion of tacit
most popular and effective application used by theknowledge to explicit knowledge, augmented by a
staffs of Organization A on a daily basis. It is system such as legacy EDI groupware, could enable
widely noted as being helpful in its virtual office organisations to manage organisational learningl an
environment as its geographically dispersedalso to apply that knowledge to the solution of
branches can collaborate and exchange informatioproblems and the fulfilment of new opportunities
« Legacy EDI groupware is able to provide network  The study outlined in this study may encourage
tools such as shared, indexed and replicate@ther IS scholar to formulate a model that can wapt
document databases and discussion threads, as wHle information reflecting the perception and picacof
as shared white broads, joint document editinghe Adoption Electronic Commerce Knowledge
capabilies and full duplex, multimedia Management Project. In particular, it would be ubés
communication features. These tools serve tddentify the internal or external environment fasto
mitigate collaborative losses affecting the adoption of them and their degree of
«  Substantial cost savings result because of improvethfluence.
information exchanges between Organization A, its ~ Finally, this study will help other website design
suppliers and its customers. These tools serve tgonsultants to understand why legacy EDI groupware
add value to Organization A products and theKM projects are successful. The authors have itiedti
services to its customers. They also helpthe factors that contributed to the success optbgect
Organization A to gain a competitive advantageé_\nd compared these to success factors identifiedein
over its rival literature.
» Using legacy EDI groupware to do businesses in
the end may enable Organization A to relinquish its REFERENCES
control over its suppliers o )
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