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This chapter introduces human resource management (HRM) practices that help multinational companies
(MNCs) overcome knowledge transfer barriers (knowledge-driven HRM practices). It argues that MNCs
can institute various HRM practices that impact knowledge transfer barriers associated with behavior
of knowledge senders and receivers. HRM practices relevant for absorptive capacity of subsidiary
employees form two groups—cognitive (job analysis, recruitment, selection, international votation,

career management, training, and performance appraisal) and stimulative (promotion, performance-
based compensation, internal transfer, orientation programs, job design, and flexible working practices).

The application of cognitive HRM practices enhances the abilily of knowledge receivers to absorb
iransferrved kmowledge, while the use of stimulative HRM practices increases their motivation. Temporary
and permanent types of international assignments respectively influence the ability and motivation of
expatriate managers to share their knowledge.
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The digital networked economy has gone global and is reshaping traditional business models. “Free”
and “open source” software (Raymond, 1999), along with more recent successes in the private, public,
and social sectors, offer a vision of a radically new globally networked economy. This economy is
characterized by new sources of value creation and competition, as barriers to entry are lowered and
substitution made easier. It also requires a more stratified, localized approach to the marketplace (Hart
& Milstein, 2003) to meet more specialized demands from customers and the societies and environments
within which they live. These challenges have implications for almost every aspect of a firm's strategy
and business model, especially its ability to leverage these networks to create value through innovation.
Yet, most multinational firms are ill-equipped to take advantage of the knowledge creation derived



from high-value relationships with suppliers, complementors, and customers. This chapter shows the
importance of developing a corporate strategy which lakes into account ways in which an innovation
Jocus must integrate with installed business processes. The chapter considers the challenges associated
with knowledge disclosure, diffusion, and utilization (Snowdon, 2002; Spinosa, Floves, & Dreyfus, 2001)
across value networks and concludes that while successful examples exist in “‘free” and “open source”
software projects (Raymond, 1999), commercialization of innovation becomes more challenging when
increasing levels of personal and financial commitment arve required (Maver, Rai, & Sali, 2004). Choosing
the most appropriate value networking strategy can have serious implications for success. This chapter
adds to studies on knowledge creation and knowledge transfer in multinational corporations by proposing
a conceptual model of commitment-based value networking strategy. It is hoped this will comtribute to
Suture research by offering a theoretical foundation upon which this research may be based, and explains
why and under what conditions people in commitment-based value networks share knowledge.
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The Impact of Group Relationships on Knowledge Sharing: A Cross-Cultural Study /
Qiping Zhang, Vincent M. Ribiere, and Thippaya Chintakovid.................ccccooovveiiiiiiaiiieiea, 40

Organizations nowadays typically have several locations geographically dispersed around the world,
Organizations distribute their resources around the world to reduce cost and remain competitive. As u
consequence, globally distributed working teams are common, thereby rendering a need for knowledge
sharing cross-culturally. This chapter presents a series of studies investigating the impact of cultures
ont how people handle knowledge management issues. It shows how in-group/out-group relationships
determine people s attitudes towards knowledge sharing in a global working environment. Findings of
this project would help organizations ’executives uriderstand better how to encourage their members (o
reap benefits from using the knowledge management systems.
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This chapter argues that first-level call center technicians are the new knowledge worker of the
21st century. As such, these technicians are ideal candidates for knowledge management tools.
The objective of the chapter is to infroduce these technicians to the IT community and, by way
of a case study, show how decision-tree-type help tools can increase technicians’ productivity,
The chapter ends with recommendations for IT practitioners who are interesting in implementing
these tools in their call centers.
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KAFRA: A Context-Aware Framework of Knowledge Management in Global Diversity /
A. Oktnioye and N. BertQuX..........c..cooviioriiiiiiciicei et sttt bsb et 63

Multiple case studies in India, The Gambia, and Nigeria are the background for an empirically
grounded framework of knowledge management (KM), Cultural diversity and gaps in the provision of
infrastructure make managing knowledge challenging but necessary in developing countries. These
cultural and infrastructural issues ave also related to governmental, educational, political, social, and



economic factors, These environmental factors interact with organizational variables and information
technology to enable or consirain knowledge management processes in the creation and protection of
knowledge resources. The framework can help organizations fo prepare their KM projects, fo reveal
problems during the project, and fo assess its outcomes.
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Knowledge management (KM) approaches have been broadly considered to entail either a focus on
organizing communities or a focus on the process of knowledge creation, sharing, and distribution. While
these two approaches are not mutually exclusive and organizations may adopt aspects of both, the two
approaches entail different challenges. Some organizational cultures might be more receptive fo the
community approach, whereas others may be more receptive to the process approach. Although culture has
been cited widely as a challenge in knowledge management initiatives, and although many studies have
considered the implications of organizational culture on knowledge sharing, few empirical studies address
the influence of culiure on the approach taken to knowledge management. Using a case study approach
fo compare and contrast the cultures and knowledge management approaches of two organizations,
the study suggests ways in which organizational culture influences knowledge management initiatives
as well as the evolution of knowledge management in organizations. Whereas in one organization, the
KM effort became little more than an information repository, in the second ovganization, the KM effort
evolved into a highly collaborative system fostering the formation of electronic communities.
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KM Technologies and the Organizational LOE: The Unintended Consequence of Constant
Organizational Change / Victoria M. Grady and James D. Grady HI ... 104

The potential benefits of utilizing knowledge management (KM) technologies in multinational and global
organizations are of pariticular significance due to the inherent geographic distance and diversity of such
organizations. Unfortunately, the process of constantly changing technology can be extremely disruptive
at both the individual and organizational level. This chapier explores the relationship between KM
technology change within the organization and the Theory of Organizational Loss of Effectiveness (LOE).
“The general Theory of Organizational Loss of Effectiveness is predicated upon organizational behavior
resulting from a loss of stability, e.g. technology change, within an organization.” (Grady, 2005) The loss
of stability, in the context of this theory, occurs when a defined set of symptoms develop in individuals
and groups undergoing a change in technology. The ussertion is that the development of these symptoms
is predictable, and when viewed collectively, results in an organizational loss of effectiveness.



Chapter VIII
Architecting Knowledge Management Systems / Shankar Kambhampaty ................c.coocoveveeneecn.. 119

Organizations need well-architected systems for knowledge management (KM). This chapter begins
with a review of approaches adopted by organizations for developing KM solutions. It defines a set of
components that can form the building blocks for developing a knowledge management system. The
relevance of the principles of Service-Oriented Architecture (SOA) to KM solutions is explained. It
presents the architecture of a generic knowledge managemeni system based on the components defined
and the principles of SOA. It then discusses the paiterns for implementing the architecture, followed by
maturity levels of knowledge management systems.
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Global Knowledge Management Technology Strategies and Competitive Functionality /
William Schulte and Kevin J. O'Sullivan...............c.c.c......... et e e et 126

Information and knowledge management technologies and globalization have changed how firms in
service indusiries formulate, implement, and sustain competitive advantage. This research project
contributes fo our understanding of the relationships between global knowledge management technology
strategies and competitive functionality from global IT. Based on field research, this study found that global
knowledge management technology strategies have a positive impact on competitive advantage from
information technology applications functionality from global IT. This study provides recommendations
to international engineering, procurement, and construction industry executives regarding the impact
of knowledge management strategies and global information technology on compeltitive advantage of
firms in their industry.
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in Organisations / D. Hart and L. WAIRE ..............c.ccc..cocooovveeeiieece e ees e 137

This chapter raises issues concerning data, information, and knowledge sharing in organisations
and, in particular, compares an organisational cultural analysis of why such sharing is often difficult
to achieve with an organisational political one. The issues raised arve often insufficiently attended to
by practitioners who are attempting to build technological information and knowledge management
systems. The driver for the chapter is that despite impressive advances in fechnology and its now almost
ubiquitous presence in organisations, as well as academic study over several decades, many of the
benefits originally expected concerning improved data, information, and knowledge sharing have not
materialised as expected. Basic reasons for this lie in the lack of attention to the cultural foundutions
of organisations and because matters relating to organisational power and political matters are ofien
misunderstood, overlooked, or ignored. These different perspectives are discussed and contrasted in
order to iease ouf the important differences between them and assess the prospects for a synthesis. It
is concluded that while there are important commonalities beiween the two perspectives there are also
Sundamental differences, notably regarding what ave causes and what are effects and, therefore, how to
go about effecting change regarding data, information, and knowledge sharing.
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A large number of tools are available in the software industry to support different aspects of knowledge
management (KM). Some comprehensive applications and vendors try to offer global solutions 1o KM
needs; other tools are highly specialized. In this chapter, state-of-the-art KM tools grouped by specific
classification areas and functionalities are described. Trends and integration efforts are detailed with
a focus on identifying current and future softiware and market evolution.
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Improving Global Knowledge Management Through Inclusion of Host Country Workforce Input /
Yongsun Paik, Charles M. Vance, Jeffrey Gale, and Cathleen A. McGrath..........c.coocooevveeveceeeevennnn. 167

Within a framework of international strategy for multinational corporations, this chapter examines the
important opportunities afforded by taking a more inclusive approach to the foreign subsidiary host
country workforce (HCW). It argues that past international management writing and practice, with its
expatriate bias, has neglected consideration of this important resource. Not only can the HCW help
expatriate managers be more successful and have a better experience in the host country, but it can
contribute to and benefit from the corporate knowledge base, leading to more effective global knowledge
management. The authors discuss means by which a multinational corporation can effectively include
the HCW in its knowledge management activities.

Chapter XIII
Developing a Standardization Best Practice by Cooperation Between Multinationals /
Henk J. de Vries

This chapter presents a case of knowledge sharing between multinational companies. The companies
cooperated to develop a common best practice for the development of company standards through sharing
their practices. The chapter describes how this best practice was developed and tested, Experiences in
this successfisl project may help other multinationals also profit from knowledge sharing. Critical success
Jactors are the willingness 1o be open, the culture of cooperation, and the involvement of academia.
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The Building of the Intellectual Capital Statements in Multinationals: Challenges for the Future /
Miltiadis D. Lytras and Patricia Ordofiez de Pablos ...........c..ccouuveeiveeeecveisverseesereeasssesenes e 195

Multinational companies (MNCs) are facing important challenges within the current economic context.
Rapid technological changes, the globalization of the economy, the existence of increasingly demanding
consumers are, among other factors, the origin of the difficulties involved in achieving and sustaining a



competitive advantage in the long term. One of the keys for overcoming these difficulties is to manage
knowledge-based resources appropriately. However, in order fo be able to manage these resources,

the multinationals need to know, with complete transparency, just what these resources are, and this is

achieved by quantifying them. The quantification of knowledge-based resources and the preparation of
intellectual capital statements represent two strategic challenges for the MNC.

Chapter XV
Knowledge Management in Research Joint Ventures / Elena Revilla.............cco.ocoooovevveciieeeiien. 207

As innovation and lechnology management grow in complexity, the need for interorganizational
cooperation increases. Part of this cooperation requives the understanding of how knowledge management
and learning processes may function to support a successful research and development collaboration
in multinational enterprises. To further this understanding we introduce a typology 1o help categorize
various collaborative efforts within a research joint venture environment. The typology is based on two
dimensions: the locus of the research joint venture knowledge and the knowledge management approach.
This matrix leads us to deduce that different research joint venture (RJV) strategics can emerge as a
result of these two dimensions. Finally, an evaluation of this relationship is completed using information
and practices from data acquired from a broad-based study of European-based RJIVs. Implications for
research and management of these fypes of projects are also introduced throughout the chapter.
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CRM Practices and Resources for the Development of Customer-Focused
Muitinational Organizations / Luciano C. BatiSIa...........coecciicveiivieiervioeeeeeiiesseiceees s e aeere s 227

This chapier aims to provide a complete characterization of the different perspectives of customer
relationship management (CRM) and its potentialities to support knowledge management practices
in a multinational context. It describes the strategic.and technological dimensions of CRM and how
its adoption supports the development of a learning and customer-focused organization, with special
emphasis on multinational corporations. CRM strategic approach entails the adoption of customer-
Jocused initiatives and the development of learning relationships with customers. On the other hand, its
technological dimension integrates a variety of different information and communication technologies,
which makes a powerful system for improving the process of knowledge acquisition. This way, different
subsidiaries of a multinational corporation can develop their learning capability so that they can better
identify local market demands. As a result, the corporation is able to more accurately create a global
knowledge stock about its different markets in different regions of the world.

Chapter XVII
Organizational Learning Process: Its Antecedents and Consequences in Enterprise System
Implementation / W. Ke and K. Kee Wei.....o.ooccoeiiiieiiieiiiii it 256

This chapter uses organizational learning as a lens to study how firms implement enterprisc system.
The core research questions are: what ave the critical organizational factors affecting organizational
learning in ES implementation? How do these elements shape the learning process and thereby influence
ES implementation outcomes? To address these questions, we conducted comparative case study with



two organizations that have recently adopted ES and achieved significantly different results. Based on
the empirical findings, we propose a framework that describes how organizational factors affect the four
constructs of organizational learning in ES implementation context—kmowledge acquisition, information
distribution, information interpretation and organizational memory.
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Managing Knowledge Diversity in Distributed Organizational Structures /
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Knowledge in organizations can be compared with human memory. There is no unique place for creating
and conserving knowledge. Knowledge in multinationals realizes its potential with various tools of
management. The diversity of tools leads to the issue of coordinating levels of management. How can
one manage different tools of KM without disrupting the knowledge creating process? To address this
issue we analyze several knowledge management strategies of high-technology industries {computer,
telecommunications, and pharmacy). In these cases diversity encourages implementation of knowledge
management tools. The precision of these tools indicates the firm’s competence in managing and
diffusing knowledge. An important conclusion that can be drawn is that several factors (redundancy,
diversity, discussion, and duration) can reinforce these competences and, in fact, network mechanisms
in organizations.

Chapter IXX
Knowiedge Management Success: Roles of Management and Leadership /
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Globalization and free market philosophy characterize the current economic environment of increased
competition, and it has posed far greater challenges than ever for organizations to meet customer needs

and demands. The global competition is compelling organizations to develop products and services faster,

cheaper, and better in order to sustain competitive advantage in the marketplace.

Tventy-first century economy is setting new trends and unique styles of business operations because of
continuous advancement of information technology and communication technologies. These technologies
have offered more avenues to conduct business effectively and efficiently. Many organizations participating
in the global economy have two distinct features associated with their operations, outsourcing and virtual
teams, which have become feasible because of these technological advances. These two features have
an impact on how organizations manage knowledge, and they deserve further discussion,



Chapter XX
Strategic Knowledge Management in Matrix Multinational Organizations /
ALr MTROMIPSON ..ottt ettt ettt es ettt et 311

This chapter looks at managing knowledge workers within the business environment of a matrix-organized
muliinational organization, using oil and gas contractor Production Services Network for illustration.
It looks at the influence of business needs, and human and organizational culture and strategic factors
on KM, the importance of communicating business drivers; and adverse demographics; it also outlines
some future trends that managers and KM staff in multinational matrix organizations should be
preparing for. It is hoped that discussing examples of KM in practice, within the conlext of globalization,
demographic changes, and rapid developments in technology, markets, and business relationships, will
ground some familiar theory in some new and evolving territory, providing interest to both academics
and practitioners.
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A Cross-National Comparision of Knowledge Management Practices in Israel,

Singapore, the Netherlands, and the United States / Ronald D. Camp I, Leo-Paul Dana,

Len Korot, and (George TOVSTIGU .........ccccciiviiiviit i e e sv s 323

The purpose of this chapter is fo explore organizational knowledge-based practices. A distinguishing
Jeature of the successful post-Network Age enterprise is ifs intrinsic entrepreneurial character that
manifests itself in key organizational knowledge practices relating to organizational culture, processes,
content, and infrastructure. The chapter reports on the outcome of field research in which entrepreneurial
Sirms in four geographic regions were analyzed with the help of a diagnostic research tool specifically
developed for profiling organizational knowledge-based practices. The diagnostic tool was applied in
Sirms located in the U.S. s Silicon Valley, Singapore, The Netherlands, and Israel. Key practices that were
Jound to be common to leading-edge firms in all regions included: a propensity for experimentation,
collective knowledge sharing, and collective decision making. The chapter describes the research in
terms of a cross-cultural comparison of the four regions, derives key determinants of competitiveness,
and profiles regional characteristics that enhance innovation and entrepreneurship.

Chapter XXII
Developing a Global CRM Srategy / M. Shumanov and M, EWIRG ..ot 342

While the managerial rationale for adopting customer relationship management (CRM) has been
Jairly well articulated in the literature, research on strategy development is scant. Moreover, reports of
“CRM failures” in the popular business press have done little to inspire confidence. To date, what litile
research has been conducted in the area of CRM strategy development has been confined to a single
country (often the U.S.). Global CRM strategy development issues have yet to be specifically addressed,
particularly which elements of CRM strategy should be centralised/decentralised. The present study
examines the complexities of global CRM strategy using the case of a leading financial services company.
Interviews are conducted in 20 countries. Global Head Office and external IT consultant perspectives
are also considered. Our findings confirm that a hybrid approach has wide practical appeal and that



subsidiary orientation towards centralisation/decentralisation is moderated by firm/market size and
sophistication.
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