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Know thyself,
Socrales, 458BC, quoting inscriplion on Gateway 1o Temple at Delphi

The Truth will set you free
Jesus as quoted in John’s Gospel, 35AD

To thine own self be troe,
and it must follow,
as the night the day,
thou can not then be false to any man.
William Shakespears, 1658, Hamlet

E=MC?
Alberl Einstein, 1940, Theory of Relativity

Like a bird on the wire,
like a drunk in a midnight choit,
[ have tried in my way to be free.
Like a worm on a hook,
like a knight from some old fashioned book,
I have saved all my ribbons for thee.
N,
if T have been unkind,
I hope that you can just let it go by,
IfI,
if I have been untrue
I hope you know it was never to you.

But I swear,
by this song,
and by all that [ have done wrong,
T will,
make il all,
alt up to thee.

Excerpts from Leanard Cohen, 1969, Bird on a Wire

E=ALC?

Mark Williams, original statement of theary of elhical action, 2002
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ABSTRACTY

In this thesis, I repori on 2 critical and reflective practitioner heuristic inquiry
investigating three case studies on the adoption and use of a Web-based
knowledge management system. In addition, T investigate the research process
itself and my own prolessional academ.ic practices. Of particular interest is the
conversion of group's, individual’s, and eventually my own facit knowledge into
explicit knowledge, whether in the organisational or personsl domains. In this
thesis, I seek to cxp]ain why the explication of tacit knowledge is important for
individnals, organisations, and me, with a potential 1o molivate efficiency and

effectiveness and especially empowerment wilhin an cthical emergence.

The theoretical perspective adopted in this study draws from several sources.
Critical theory, especially Habermas® theory of commuiticative action, numecrous
other theoretical frameworks and models from information systems research, with
a touch of Derrlda’s postmodemist tool of deconstruction, and also some
theorelical underpinnings of heuristic inquiry with ethnographic elements. The
study anns to bring out inner dialogue and open discourse responses in one-on-one
intervicws wilhin a phenomenological, reflective practitioner methodology. This
approach is to encourage inner growth and development of both the interviewer
and the interviewed that can be parl of an emerging balanced wholengss within the
individuals and organisations involved. Using such an approach has resulled in
challenges to not only the positivist and interpretative perspectives, but also
suggestions to despen critical perspectives and reflective practitioner approaches.
To explore these themes, 1 employ three approaches: the first case study uscs a

largely posilivist approach, the second a largely interpretative approach, and the

* Tmporiant Note: All names and some inconsequential delails have been changed 1o ensure
adequate anonymily and care for all persons and all organisations concerned, which were
researched as part of my original doctoral pragramme in o state of Australia. My supervisor and I
subsequently decided ta pursue an heurdstic eritical reflcetive practitioner research inquiry in which
we were actively challenged by several academics and were workings {n an environment tesleicling

our fill academic, cultural, and political freedoms.



third a largely critical approach. This use of these approaches is to deepen my

undetstanding of both the explications of tacit knowledge and of my own research,

I use a largely positivist approach by way of Moody and Shanks' (1959) mode! for
analysing s.;f'ccess Jor inowledge manﬁgemeur systenis, to describe ;l.nii to analyse
WebAccounting’s use in an organisalioﬁ nemed Organisalion A, [ employ a
largely interpretative approach to investipale Organisation B using Porler’s (1986)
iraditional supply chain model and Papazoglou and Yang's (2000) ‘integrated
vahie chain analysis model. The thind case sludy uses a largely eritical approach
especially Habermas® theory of Communicative Action to provide insights for my
overall thesis, to demonstrate the strengths and weaknesses of the altenative
research approaches, and to charl my emerging research practice. This study
reveals that while using Critical Theory as a guiding framework, this approach
may allow the researcher Lo understand organisational change in broad social,
political, psychological, and ethical contexls. This is because heuristic inquiry has
the potenlial'to decpen positivist, interprelivisl, eritical, and reflective practitioner

theory and practice,

Out of this process emerges my rescarch practice informed by Williams® (2002,
2003) notiens of henristically critical self reflective praciitioner research, This
developing approach merges the rigour of positivism with Interpretivism's depth
combined with the ethico-socio-pelitical imperatives of critical theory, joined with
the transformative subject-object merging insights of reflective practice. The
intuitive-emotional-artistic-depth psychology fires lit by heuristic inquiry provide

the necessary illumination for all of this.

On one level, I research the impacts ol the organisational adoption and use of a
knowledge-management information sysiem in three case siudies. The general
issucs addressed here are firstly, how the WebAceounting package may enhance
the environment (hat creates and manages knowledge arefacts. Secondly, is how
the organisational tacit knowledge repository in which WebAccounting sysiems
function may enhance the processes of leaming and behaviour of praciitioners, In
particular, in the understanding of the nature and interaction of the social (the



inter-subjectively shared world), human (the subjective world), and technical (the

objeclive world) dimensions.

To these ends, the research participants were expected and allowed to eXpress
their generally constructive thoughis and reflections concemning their day to day
common organisational and technical problems as workers, managers, and
members of an organisation, Here are used discourse-based research methods in
an endeavour 1o foster focussed leaming in all panicipants, The hope is a move
towards a belter understanding of the various forms of surmunding knbwledgc. ils
crealion, and application, for both individuals and organisations. I thus invesligale
bolh the polential impect on organisational performance and ihe developing of a
knowledge sharing culturc throngh a system that is guided by the primary tacil

knowledge repositorics of any organisation, its knowledge workers,

On another level, T use a deeper reading of the same heuristically critical reflective
practitioner research methodology to investigate how the explication of tacii
knowledge in my own personal knowledge managemenl systems resulted in
changes to my research and academic professional practice. Using action research
profcssional practice methods such as dialogical interviews and open and inner
discourses, [ was able to raise my own tacit knowledge inlo consciousness and
hence to become explicit knowledge. This process has, and is havin.g. far reaching

c(Tecls not only this thesis, but on my lile and work in geneml,

This thesis is thus an interweaving and, sometimes, a juxiaposition of research
exploring knowledge management tacit knowledge cxplication in both business
and ecademic, organisational and personal enviropments, In the business arca, 1
report on three case siudies, which include my reflective practitioner research
material and analysis as an information systems consultant. In the academic
environment, I repori on a self-study of my own professional practices as an
academic researcher in this arca, and it is here, where the hean of criticat theory is
revealed to me as I took elhico-socio-political action for empowerment within a
silualion of oppression, domination, and dislorted communication.

Thus, the research questions emerge as follows:



1. For managing organisational and individual knowledge, arising from the
adoption and use of WebAccounting, what issues, especially regarding the

conversatian of tacit knowledge lo explicil knowledge, emerge as important?

L1 In the context of making knowledge sharing possible, how successful is
WebAccounting as a knowledge management ‘system, when judged in
accordance with Moody and Shanks® (1999) success factor model for
analysing knowledge management sysiems, and researched using a

{argely positivist approach?

12 What insights, especially those regarding competitive advaniage and the
management of knoﬁlcdgc in an orgenisalion in the centext of the
adoption and usc of WebAccounting, can be gained by using Porter’s
valtie chain model (1986) and Papazoglou & Yang's (2000} valuc chain

integration model, largely researched using an interprelivist approach?

1.3 What advanced insights evolve regarding knowledge management, in the
contexts of the adoption and the use of WebAccounting, and within my

own praclices, by employing a largely critical research appfnach?

2, In the context of my rescarching the explication of tacil knowledge, what
insights can be gained (rom a postmodern inspired rendering of the case study
that uses my own practices as an heuristically critical reflective practitioner,
and also drawing upon Williams® and Wong’s (2003) theory of ethical action?

The self-siudy rescarch approach has resulted in a thesis, which combines my own
personal and largely éuhjeclivc life with the outer and largely objeciivc
organisational case studies. Based on my empirical research on the explication of
tacit knowledge in threc cases studies, and the case study of my own personal
explication of tacit knowledge, I theorise in the domain of organisational ethics.
The common thread is the impdﬁance of tacit knowledpge explication in both a
person’s individual and in-group knowledge, and for organisations and
depariments, and individuals, Thus, while this research may result in a clearer
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understanding of knewledge management systems, 1 dare to hape that the mafor
result may be more empowered and Eelter persons. I dare t6 hope that [ am one of
those, Thus, not only logic and systems are cenirzl to this study, but also cerlain
eritical momems ‘of demmn whlch arose in response . to *historical-political
dllcmmas and actions that 1nvolved feehngs and emotional mte]hgcnce. aesthetic
ai]uswcncss quesuons of _]ust:cc -and - truth,” ethical lmperatwes. the faith
-"]II'IIcnSIOI‘IS o[‘ people's Iwcs, and even the unconscwus wellspnngs whcncc come

~ inlvitions and urbes drcams and VlSIOI‘lS

-Tu the tentative extended epiloguc, [ came to undemtaﬁd r_ny_ﬁna] and most
jmportant research case study. Here, I use the freedom’ and playful ercativity
afforded by the more constructive of Derrida’s puslmudém too] of deconstruction
to revisit the major (hemes o'.f Ihe research in a pcstmoﬂt.i“‘l' dialéctic, he!.lristicallg.Ir
lntcrmlnglmg my personal life with the research. Qul of this thesis. cvcntually
emerges liminal conclusions based on Williams’ and Wong s. {2002, 2003)

foundations for ethical awareness and practice.

More importantly, incoi'poratiﬁg my self éludy in a dialectical discourse between
inner individual -and “outer 'organisaiional :d.Irhensio_ns, this thesis evolves
~ uhlimately to Ennc]ude with an.empirical case study ihfh'rmc'd.by Williams’ and
Weng's (2002) b"rewy of erfuca! acmm Indccd this casc slud}" was the Ih.lx out of
which the theory emcrged ’

- E=ALC
if and only i occurring r.";rmrg!r: rm:f.’cx.h'c decision in a loeality of
fnfrestica, . )
" Wherc E slamﬁ for Eunrmuus impact, Agfor Actiﬁn ethical nt. a eritical moment of
.dmsmn (13 hrnught hout hy a rel'lexlve dcclsmn ina lucnlny aof i II‘IJI.I.SIICI:, and C for
- the speed ufllghl constant. :

{Apologics 10 Einsh:in for we were inspired by the corollary formula ta his theory of
relativity, E=MC?, fram his theory of relativity, which formulales that & small amount
ﬁl'rn:lttcr canverld to an enormous smount of energy. In a similar yet metphorical
way, a small ethical action converts to a potentiuily enormo_hs impact according to the

above postmodem and fuzzily approximate jingle.)




In the Postmodern Tentative Epilopue, [ metapharical]y.restate, and then explore
with fuzzy logic and non~paramelnca1 mathcmatws, one outcome oFthc theory of
ethical action, This coroIlary supporled and nxpressed in mathemalwa] form as the
_postmodem fuully appromrnatc nglc staled ahove, is an lnltml malhemancal

foray into the questmn

The thaﬁfy éh'é[]cngcs me tozconsider, the case .st'udy of fny own life {a.nd in this
case, in my professmnal praglices where 1 hnppen to be an heunsllca]ly rellective
academic resenrcher mvcsugatmg the onter wnrld of orgamsahunal knnwledgc
expllcauon), and huw I would I enact my I'mdmgs in my inner ‘world {in this case,
my enacling the ﬁndlngs of the rescarch of my own tacit know]edgc exphcahon
from the unconseicus to conscwusness} In co]loqulal terms; would I “practice
what I preach”, “walk my talk,” o, in other terms, “align my espoused thc_dry with
my theory in practice” and “inform my practice by my newly aligned living theory
" and praciiée " I explore 1hese q'uclstions in the Epi]ogr.ie and for me ong personal
question remains, lhat is, “How long will I continue to experience lhc ENOrmous
benefit rcl'crred to in Wll]la.ms and Wong's jingle?"
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GLOSSARY OF IMPORTANT TERMS

The source of the contdbutions below is mainly ffom Van Manen {2000).
Hawever, as uoted, some are para-phrased from various sources, especially from:
(Ou-ling) Available WWW: htip://www.phenomenologyenline.com  [Sepl.20,
2002]

Communicative action

Communicative action, according to Habermas (1987), is orented to reaching
inter-subjective understanding, mainly in the practical and emancipatory interesis
and springing from communicative rationality, [t involves inter-subjective aud
cooperative reflexivity in building mutna! understanding (oue person coming to
understand what anolher person means) and cooperation lowards that which is

true, free and just (Pusey, 1987, p. 81).

Critical theory

Critical theory is recognised as a substantial contribution to philosophy aver the
last eighty years beginning in the 1920s with the representatives of the Institut fur
Socialforsching at Frankfurl (oflen called the Frankfur School), and the work of
Jurgen Habermas {Arato and Gebhardt, 1978). Critical theary involved the attempt
to forge a dialectical synthesis of philosaphy and a scientiﬁé'ﬁnderstanding of
society (Van Manen, 2000).

Crltical social theory

Critical Social theory refers to about the social philosophy emerging from Critical
theory, parlicularly regarding the nature and interaction of the social (the inter-
subjectively shared world), the human (the subjective world), and the technical
{the objective world) aspects of reality (Ngwenyama & Lee, 1997, p. 5).

Expliclt knowledge

Explicit knowledge can be expressed formally using a system of symbols, which
are easy to transmit between individuals and groups (Choo, 1998). It is what we
can casily communicate as our knowledge, Explicit knowledge is codified aud
transmittable in forma), systematic lenguage (cg. knowledge of facts, iruths, or
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events), and easily sharcd with others (Nonaka et al, 1995; Nonaka, 1994). From
this we can see that it is transparent and can be codified into rules, routines, or

standard operating procedures.

Ep:stemu]ugy L }
Ep:stemolugy is cnncemed with the nalure of kncw]edge and pmper mclhnds of
‘inquiry, It cnncenirales on how knowledge is nbtumcd whcre ag nntn]ngy dcals_
' wlth the reahly of knowledge. . In other wnrds, cplslemo]ogy is concemed with (he
ways and means by which we can. nbtaln knowledge (Orlikowski & Bnmudl
199 Chug, 1986J '

Ethnography

Adopted form the (ield of anthropology, ethnography is a research appro:lch that
recognises the culturally shared, common sense pcrc_eptmns of everyday
experiences. Ethnography invelves the tesk of describing a particulor culture from
within the cu.lturc, from the inside, as it were, with the rcse_urc.her(s.] either being
par of the ctﬂlhre as g memﬁer of lhe_lﬁbe or group, or having lived with or
entered into the culture, For example rese_aréh could be condueted by a rescarcher
writing the form of life ofa legal prziclicc fhé culture of knuw]edge' learning in an
organisation, a parllcul:u' nul-snurcmg envmmmenl or a faculty depariment in a
unwerslty, and so forth [Van Manen, 2000). ’

Etlmngraphers :
Ethnopraphers use an mfnrmanl or participant- obscrvatmn approach to study
_cultural "scenes” or cultural setlmgs They esk questions such as: "What do people
do here? What kind of peoplc are here?" Social situations nré seen as places where
human beings recurrently. interact in p::.rllcu]ar ways (eg. the stalf room, locker
room, ]lbrﬂry desk, pnnmpals office, elc.) and_ wherc’ people hold certain kinds of
knowledge, ways of doing things, and peﬁeptions that belong to those places
{Van Maren, 2000). ' '

Ethnomelhednlugy ' .
Ethnomethodology studies the methods that pecple employ to accomplish or

constitute a sense of objective or social reality. The purpose is to elucidate how
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'taken-fur-grﬁntcd or scen-but-unnoticed rufes lic at the basis of everyday

communications and interactions among social actors (Van Manen, 2000).

Hermeneutic phenomenology . o

Hermeneutic phenomenology endeavours to be altenti've to bath terms of its
rﬁelhbdo]dgy: it i;s.a' descriptive (phenome.nnlogical] methodo_]ogy “because it
" strives to be attentive to how things appear, to let thir.igs.spcall.( for themselves; it
also is an inigrﬁréii#e (heﬁn:enéutic) methadology becanse it claims that (here are

1o such things us uninterpreted phenomena (Vdan Manen, 20(_]0].

Hermeneutics

Hermeneutics is the theory and practice of interpretation. The word derives from
the Greek god, Hermes, wliose task it was to communicatg.mcssﬁgcs from the
gods to the ordinz\lr'y morials. Hermeneutics is necessary when there is possibility
far misunderstanding, said the founding philosapher Schleiérmacher._ He opened
the idea of hermeneutics as a lllcdrs-' or "lcchno]ogﬁf" of intcrprctalion,. especiglly
with respect to the study of sacred {bib]i.caI) and classical texts, Schleiermacher's
program was i:n'tical (as.the'_struggle against misunderstanding} and romantic (in
the desire to recover the parficularity, or the snimating genius or notion of an
authur's_t]ioughts). Schlciermacher's aim was fo understand an n_uihdf as well or

even better than he or she understands himself or herself (Van Manen, 2000),

Héuristic Inquiry ) )

Heurstic inquiry _in\_.;u]vcs the researcher to cngﬁgc_ in self-reflection, since
personal underst_aﬁdiﬁgs and iﬁterprf_:tat_i_ons from the researcher's experience
contribute to the inquiry of a research question. As Clark Moustakes (1990, p. 43}
states, the heuristic researcher is not only intimately and autobio'grap_hical]y
related 1o the question but Teams to live with, indeed 1o love the question. It
becomes 2 kind of song inta which the researcher breathes life not only because
the question miay lead to an answer, but a.lsu beeause the question itself is infiised
in the researcher's being. It creﬁtcs a’ thimt o di.scaver, 1o clarly, and to
understand the crucial dimensions of krlow.le.dg.e_ and experience (Shelef, 1994, p.
2.




Knowledge management

Knowledge management refers to organising and structuring institmional
processes, mechanisms, and infrastructures fo create, slore, and rcuse
organisational knowledge (Huang et al, 1999). As such, knowledge management
is concemed with the collective knowledge of the company and it's suppliers and
customers, regarding its products, services, processes, markets, operations and so
lorh.

Knowledge worker
Knowledge wotkers are professional or technical workers with high experlise
(Remenyi, 1999a, 1999h),

Lifeworld

One of the founding nations of the current use of the term lifeworld (Lebenswelt),
a5 the world of lived experience, derives from Husserl's last and largely
posthumously published text The Crisis of Enropean Seiences and Transcendental
Phenomenology He described the lifeworld as.the "world of immediale

experience,” the world as “already there," "pregiven," the world as experienced in
the "natural, primordial attitude," that of “original natural life." Husser]l makes 2
eritical historical and phenomenclogical distinction between {1} our thecretical
atlitude 1o life, borrowed from the Greeks, and {2) our natural pre-theoretical
attitude to life on which all theorising is based and from which all theorising is
ultimately derived. Husserl uses the term "natural” for what is original and naive,

prot 1o critical or theoretical reflection {Van Manen, 2000).

Narrative Inquiry

Narrative {nquiry refers to a powerful, naturalistic style of inquiry that thoroughly
grounds every element of Lhe research project in human activity. The purbose of
the narmrative 'inquiry is thot it explicates our very being as individuals in an
educating soclety: who we are, where we are and where we are goinp (Richardson,

1995, p. 200),




Ontologieal

Ontological aspects of inquiry are concemed with what it means to be, with the
being of things ar entities, Heidegger (19462} calls ontology 1he phenomenology of
Being, with a cepital B {¥an Manen, 2000),

Phenomenology

Phenomenology is the study of phenomena, the way things appear fo us in
experience or consclousness. Hepel used the term "phcnomenolcgy“ to describe
the science in which the thinker comes to know nrind, as it is in itself through the

study of the ways in which it appears to us (Van Manen, 2000).

Problem solving

Polanyi's (1962} concept of rescarch as problem solving as ciled by Shelel (1994)
refers to as a means finding one's way. Like swimming, skiing, or playing the
piano, it requires practice. To be abie to swim one must enter the water, and to

become problem solvers one leamns to solve problems (Shelel, 1994, p. 3)

Reflexive practice research

Reflexive practice research operales as a form of reflective praclitioner rescarch
whereby the researcher changing their own practice based on their insights gained
from reflecting on their own research, It focuses on particular contexls of current
practices, It allows the concepts of reliable, useful, good, and wise to be tightly
bound to the conlext in which the practitioner is producing that mowledge.
Likewise, a claim 10 praciice-based knowledge is an obvious example of a claim
to knowledge which is context-bound, and in which the subjectivity of the
producer of the knowledge cannot be eliminated, Thus, practice-based research is
more than a way of bringing about cooperalion between higher education and
other sectors, and it is more than a manifestation of & bridge between cconomic

activities and academic leaming (Wong & Williams, 2002).

Semiotics
Semiotics as Lhe science of signs ("semiotics" in North America and "semiology”
in France and elsewhere in Europe) is the application of structuralism to literary

studics, semantic anthropology, and so on. In his major book The New Science,
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Vico {1725) suggested that humans create themselves and their world (mythically,
poetically, and symbclically) by structuring the world, society, institutions, and so
on, in accordance with the mental languages of the strugtures of mind, The true
nature of things is seen to lie not in the things themselves but in the relationships

which we construct and then perceive among them (Van Manen, 2000).

Ontology

-Ontology is concemned with the structure and properiies of what is assumed to
exist, the basic building that make up the phenomena oz objects ta be investigated.
Cntology refers to the nature of the world around us; in parlicular, that slice of
reality which the rescarchers cheose to address (Orlikowski & Baroudi, 1991;
Chua, 1986).

Tacit knowledge

Tacit knowledge is unspoken, perscnal, and confext-specific which is hard fo
formalise and communicate to others (Choo, 1998). Tacit knowledge is created
and organised inside human brain(s) {Daﬁsun, 2000). It' is obtained from
experignce (Nonaka, 1994), and includes the know-how, crafls, skills, insights,
and intuitions that come to # person having experienced an activity for an
extended period of time (Wonaka & Takeuchi, 1995). Tacit knowledge is deeply
ingrained in peoples’ brain, bul is taken for granted because it is difficult to
articulate (Nonaka, 1994). People leamn tacit knowledge by doing as well as by
thinking. )

Thick Description

Thick description may be seen as a methodelogical varialion of ethnographic
researeh. The term "“hick deschption™ is borrowed from the work of
anthropologist Malinowski and has been made popular by Geerlz. Ethnographic
studies that aim for thick description tend to provide accounts not only that present
and organise the "stories" as the informant(s) related them, but also that explore
the deeper meaning structures which the members of the social group may not be
able to cansciously confirm or validate {Yan Manen, 2000).
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WebAccounting
WebAccounting is the customised product of a Western Australian website design
and consultant company. It has the features and applications of both Lotus
Noles™ groupware and EDI systems. However, compared to Lotus Notes,
WebAccounting is more user friendly, powerful, and does not need heavy capilal
jnvestment or high sel up chsts, WebAccounting has multiple functions:
(a) It supporis collaborative work and sharing of information in the pursuit of
company goals and objectives.
{b} It focuses on quality, reduced cycle time, reduced amount of paper and
external filing, and assists stalf to respond to clients quicker, more accurately,
and more effectively.
{¢) It provides a means 10 transfer tacit knowledge into explicit knowledge.
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CHAPTER ONE:

INTRODUCTIONY
PRELIMINARY COMMENTS

WRITING STYLE

The writing styles employed in this thesis may be surprising to some readers and
an explanation is in order. Because I will use Demrida's project to support my
more radical writing style in the Tentative Epilogue concluding this thesis, T quote
from Demida (1983), us. did my doctoral thesis supervisor Dr Mark Campbell
Williams (1996}, in bringing touches of postmodemist influence 10 support my

Cose:

Because I like him, I can foresee the impatience of the bad reader:
this is the way that I name or accuse the fearful reader, the reader in a
hurry to be determined, decided upon deciding {in order to annul, in -
other werds to bring back to oneself, one has lo wish 1o know in
advance what 1o expect, one wishes to expect what has happened, one
wishes to cxpect (onesel()). Now, il is bad, to predestine one's
reading, il is always bad to foretell, ! is bad, reader, no longer to like

retrocing one's steps, (p. 4)

¥ [mportant Note (repeated): All names and some incansequential delails have been changed to
ensure adequate anonymity and care for all persons and gl organisations concerned, which were
researched as part of my original docloml programme in a state of Australia. My supervisor and
subsequently decided Io pursue an heuristic critical reflective practitioner research inquiry in which
we were aclively chollenged by several academics and were working in an environment resiricling

our full academic, eultural, and political freedoms.
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Mot withstanding this conjeciured “bad reader”, Williams (1996) quotes from
Lomax and Parker (1995), alluding to Evans' (1972) semi-fictional story of her
reflective practilioner research, as "creating an account which transforms its
author's understanding and presenting an accounl which engages others in ils
development” {p. 304). Furthermore, | would add to Barone's (1988) assertion
that "thal all educational rcsearch is ficrive [italics addcd]. fashioned by the
researcher” and by my linking his insipht with Zald's (1993) contc_:ntibn that in
business management studies, “intuition, alluéivcness, imagery" with confessional
or impressionistic modes of writing, together these, may take us “closer 10 the

“truth” (p. 521). Such sentiments arc in line with the prowing emphasis on the
imporiance of self-reflection (Richardson, 1990; Moustakas, 1990, 1994;
Clandinin & Connelly, 1994; Williams, 1996; Moon, 1999). Where the thrust in
the qualitative research literature is on the necessity for expression of researcher's
voice, authorial signature, bias, and their manzyement of subjectivity (Denzin &
Lincoln, 1994, p. 424, .Richardson, 1990; Clandinin & Connelly, 1994),

On ciling the above authoritics in radical qualitative rescarch, 1 can not help but
ask “why would reliable, respected, sincere researchers and academic practitioners
siate such seemingly bizarre asseriions about the nature of rescarch? Why say
research is ficsive?" Perhaps the answer is that they are following the Socratic
project of enabling & belter wor]d using Jiberating human reasan. Perhaps they
have understoed, and possibly adopted a new paradigm of thinking and
rescarching. Perhaps they believe that by asserling such things they are
approaching closer 1o lruth, faimess, empnwmcnt, and perhaps even juslice, T
am commitied and have staked a lot on all the above, I am operating in (his

paradigm.

Denzin (1994, p. 502} suggests that academic rescarch writing can tend towands

one of five major paradigms:
1. Positivists styles, tightly spare and non-personal with phrases such as

variables, experimental desipn, subjects, statistieal signifieance,

triangulated;
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2. Constructivist styles, more descriptive and commenly incliding words like
emergent, prior knowledge, cullure, and participants;

3. Critical styles, with po]iticai]y inclined terms such as empowerment,
socicty, power, and ethics; _

4, Interpretive or phenomenological styles, subjectively descriptive and
sometimes allusive with common phrases such as personally construcied
realitics, cultural perspectives, interpretive knowledgé, intersubjectivity,
reflective, discourse; ' _ ' .

5. Feminist siyles, deseripiively suggestive and aware of cultural conditioning
using terms like gender, Equity, and reflexivity. (source from Denzin,
1994, p, 502). '

Using elements of constructivist and critical and interpretive or phenomenological
and feminist writing styles, [ also incorporale some lﬁhraseology compalible with
heuristic inquiry. The regearch writing style developed, as I became awars of what
Clandinin and Connelly (1994} refer to as the seli-reflexive and transformational
processes of self-creation, which can emerge during research, Clandinin and
Connelly go on to mention thal experience cannot speak for itself, but its
representation can be in the form of text, That is, embedded meaning in texts. Ina
similar vein to Clandinin et al (1994), Parker {1952} defines text as "defimited
tissues of meaning reproduced in any form that can be given an interpretive gloss™
{p. 6). The general conlcnﬁoﬁ is that cultural and secial contexts play a role in any
research, but T would supgest cspecially in heurstic inquiry, especially through
constraining and cnabling roles for characters and their actions {Clandinin et al,
1994, p. 414.). Thus, heuristic inquiry cnables me to find myself attending to
feelings, ambiguities, temporal sequences, blurred experiences and leaves me to
scareh for intuition and involvement of the mind and human values. Moreover,

 this type of research, as moments, can become highly personalised, revealing form
of inquiry in which [ may tell stories about my owned lived experiences. This
througl dramatic recall, images, characters, unusual phrasings, puns, sub-texts,
poetry, and allusions (Clandinin & Commelly, 1994, p. 415). Through heuristic
inquiry, T am able to constmet a sequence of cvents, a “plot,” holding back on
interprelation, asking the reader to “relive” the events emoticnally with the auther
(Richardson, 1990).
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Following Williams {1996, T use reflection as a lechinique to solicit inner dialogue
and lo encourage inner growth leading to balanced wholeness within myself and
perhaps in other individuals involved. In line with Schon (1993), I focus on
reflective practice by using journals and other reflective documents, and by
continually mulling upon the empirical data resulting from this research to
illustrate and make clear the issues at hand. Throvgh reflection, I am able to
validale my finding through erystaffisation (Richardson, 1994, p. 521). Through
crystallisation I seek to discover or uncover propositions of multiple realities
where these realilies are largely socio-psychological conslructions forming an
interconnected whole (p. 321). These realities allow me 1o understand aspects of
the research within an holistic relationship between humans and  their
euviroument, and allows my experience to become an integral parl of the mental

processes of reflection (Tesch, 1990).

It should be woted that my writing style has evolved over the course of this
research. This was due to both my incrca.sing.sophisﬁcalion of the use of English
as my sccond language, and alse due {0 my increasing awareness of the
importance of a writing style for enacting the themes of the research itself
{Epilogue forelasie: 1o give an idea of my extended posimodem epilogue, the
development of my writing style incorporate Demridean postmodem
deconstruction proves to be an example of Williams's (2002, 2003) theory of
cthical sction. My writing style climaxed and then blossomed into a postmodern
style, which can be seen as par of what Williams® (2002, 2003} theory of ethical
action terms the enormous impact (E). This is what results frown an ethical action
{4) in accord with our theory of ethical action (Williams & Wong, 2002), and is

discussed more [ully in the epilogue,

A Sipnificant Event Impacting this Thesis

Here | break new ground for myself in presenting how I might share my leaming
by communicating my valnes in my professional practice. My ovemiding concern
is "How can I improve my professional practices, as an information systems and
accounting professional and as an academic, as being part of what my supervisor
calls ‘the Socratic project of creating a better world through the use of liberating

human reaseming'.
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In this section I use the headings: My Development; My Description; My
Explanation; and My Comment. In the first scetion, 1 include an account of the
development of my writing style and my personal experience as an heuristically
crilical reflective practitioner leaming to use what Jack Whitehead, the "authority
of my lived experience” in a "living thesis paradigm™. In the My Description
section, [ describe my ethical and academic context of what I consider to be my
then University School’s systematic differences of research paradigm, Thirdly, in
the My Explenation section, I respond to hold myself to account in the sense of
testing (he validity of my claims to achieve the embodied knowledge as a
doctorate educstor in my dissertation. In the final section, I commeni on
empowerment, my beliefs, and my justification ofmy ethical conduct.

My development

1 note the developments in what Jack Whitehead terms the "living thesis
paradigm” {1993, p 69) at the ECU Rellective Practitioner Research Group (Wong
& Williams, 2002} and at the University of Bath's Cenltre for Action Research
Professional Practice {Whilehead 1958, 2002; Reason 1999). Whitehead argues
that these dialogues are a new way in which action researchers represent the living
aspect of their theories about practice and that this approach celebrates a living
form of educalional theory, which is open-ended tnd contains an intention to
create something better, Whitchead (1998) asserts that including the “I" and
embracing subjeetivity is essential to research within this paradigm. Furthermore,
Whitehead (2002) exhorls individuals to not be silent, or hold back their
pemspective or try to struggle dishonestly in order to fit their povate world with
their public face through the process of denying or by inauthentically conforming
10 oppressive domination conceming gender, race, or difTerently cultured selves.

In this, my study, I present an account of my personal experience, a personal story
of my development as an heurstically critical reflective praclitioner, both as an
information systems consuliant in business, and as an zcademic teacher and
researcher. Tn order to examine my development, 1 felt it necessery to search into
my past so that I can account for my values and actions in the present. The
research paradigm compels me to document eny conflicts that I experence,
especially when the values I hold intemally are not reflected in the way I behave
cxtcrally, and the satisfaction I feel when my values and actions are in harmony.
Put in difTerent words, Whitehead's (1993, 1996) commenis thal one's espoused
theory ideally should be consislent with one’s lived theory. He further argues that
living theory refers to the explanations that are not embodied in the individual's
life forces, but contained in an intention to create something for Lhe future based
on that person's goals or values and is controlled within an inlention based action
plan. Hence, this theory is an explanation, which makes sense of the present in
terms of an evaluation of the pnst, with an infention to change some aspect of
one’s own praclice, or the world in the future,

Alter keeping an inauthentic silence within personal ethical diletnmes and traumas
that T had experienced due o cerain academics' reluclance in accepting a
posimodern conceptual framework, 1 seriously considered writing my thesis in a
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modemnist style. The source of these problems was the new ECU Reflective
Practittoner Research Group which promotes academic teaching and research
practice which maintains the "I' in researching one's awn practice {Whilehead,
1998, 2002).

My choice of pursuing writing this thesis as an jnquiry that is not in principle
governed by pre-established rules, was & deliberate attempt to place my research
in a setting where participative, collaborative, action-oriented, critical, heuristic,
and reflective phenomenological forms of inquiry can be fostered (Lyolard, 1986).
As will be discussed in the Tentative Epilogue, such inquiry allows for many
imporiant dimensions of research, not only formal communication, hut personal
accounls of what Williams® (2002, 2003) terms critical moments of decision.
Such moments cen emerge as part of historical-political dilemmias and actions,
feelinps and emotional intelligence, asthetic allusiveness, questions of justice and
truth, othical imperatives, faith dimensicns of people's lives, and even the
unconscioys wellsprings whenee come intuitions and urges and dreams and
¥151005.

My description

I began to see my ethical context and locality as a dimension of my then
University School's systematic reluctance in accepling a postmodem conceptual
framework. I become very aware of the material and psychological hardships
faced by my supervisor because of pressure from administrative academics.

Nevertheless, I accepted their proposal of staying in the previous university
docteral programme, feeling I had little power 1o do otherwise. However, a5 my
thesis progressed, I felt compelled, from insights gained from my research itself,
to take cthical action. My determination was empowered through the process and
engagement of critical 1heory as a reference for my practice. I see that my stories
of experiences were parl the process by which [ was compelled to take ethical
action during a mement of decision, knowing that I would have to bear a price.

Tl seems to me that my supervisor was compelled to restrict his academic freedom
50 as to justify and answer 1o (he terms and ¢onditions set. There arc no doubts in
my mind that these terms and condition ate in direct opposition to my supervisor
views of the Socratic project. What are these administrators trying to do?
Perhaps they want to squash the sclf-study and reflective practitioner
methodology itself

There was even more pressure to come before our final action. The following
extract pives an indication of the locality of injustice, which compelled us, within
our emerging ethical framework, 10 make a reflexive decision leading to ethical
action. Reflexive it wes because we were enacting the very insights that we were
gaining from our practice (see chapter 8}, '
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As part of another distressing pressure, the previous Senior
Adwinisirator of research in my Faculty appoints the Third
assessor williout my supervisor consultation. My supervisor
protested that the Thind assessor, who knew very little about the
methodology, but due to threats of expulsion and termination of
employment, the situation remained in place,

My explanation

In this section, I respond 1o comments about my thesis by a reader [ name the
Third Assessor. This person was an inlernal assessor nominaled by the Seaior
Adninisivator in my then Faculty to assess the iransferring of my candidateship
from DBA to Ph.D. The Third Assessor suggested that my thesis is ol nat a Ph.DD,
standard. [ needed to draw on a range of literature and theory to effectively rebut
such comments. Most importantly, I would like to stross that I was honoured that
the hird assessor spent considerable time to produce a detailed repori. I also note
that he honestly acknowledged that such approach could be appropriate within
some fields such as professional praclice, which my thesis appears to target. He
was concerned with the non-conventional nature of the thesis, questioning how it
would be credible to others and how tenable it was to him. He singled out that in
his opinion, the thesis is very poorly written and contains too many colloguial
expressions and many of the observations appear to be superfluous to the research
that is being addressed. He expressed “The thesis reads like a piece of fiction'™
there is simply nio evidence qf data collection and the analysis of the data does not
appear to relote to the research insiruments tha! have been developed" The
thesis appeared to be “gibberish™ to him and that the uses of alternative
perspectives to examine the case studies is rather novel and that the justification
for using these approaches is lacking. He also considers that the rescarch
approach and methodology to be rather confusing,

I am aware that as a postmodem writer, my writing, as parl of my professional
praciitioner discourse, is one of the ways that I review the truth that creates my
own living theory (Whitehead, 2000). Hence, the nature of Postmodemism is
such that truth is revealed in ways oflen strenge, especially 1o those to those
emerging from a restrictive modemist paradigm. In forming my living theory, I
am working without rules, However, I need te draw on the traditiona! forms of
theory (positivist, interpretive and critical social theory) and usc some of their
analytic nature. In my cpilogue I am working in en unorthodox manner where |
am able 1o transcend some of the traditional analylic nature during the creation of
my living theory {Whitehead, 2000}. T am aware that my epilogue is going to be
construed by some as being “anti-establishment, using a personol self-canfessive
rature"

What I want to do in my research is to communicate my living experience both as
an infermation systems consullant in business and as an academic teacher and
researcher. I want to do this in a way that my living experiences ate also the
living standards of the judgement [ use to in validating the claims of my research
findings (Whitehead, 2000).
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First, I would like to define my research approach. This approach is an heuristic
aulobiographical seclf-study with a reflexively phenomenological approach
influenced by analylical psychology and uscs z writing style influenced by
posimedermist perspectives. In heuristic inquiry, the emphasis is on conducting
in-depth and wide ranging reflection of the empirical material in order 1o glean
hewristic impressions or insights that impact upon my personal relationships with
all involved in this rescarch, Through the slages of heuristic inquiry, deep
understandings are sought which can illuminate (he situation, thus providing
meaningful communication and inspiring appropriate actions (Williams, 19%46), It
should be noted Lhat the marshalling of evidence to prove or disprove hypotheses
or asscriions is nol in the spirt of heuristic inguiry,

[ nole that the Third assessor did not mention the words heurislic inguiry, living
theory, aulobiography, or refleetive phenomenology. Although his comments are
deeply insightful and helpiil in many areas, he scemed nol to appreciate the
sirenpths of the declared heuristic research wilkin and using, postmodemist
perspectives. (He did mention that he was not familiar with the methodology used
in the disscriation, and in his opinion, the discourse as presenicd would not be
acceplable in the mainstream information systems ficld. At one point, he
considers it alarming thal such research be even considercd for a Ph.D.) I
obviously do nol agree with his comments, and [ learned from my supervisor that
he has recenlly graduated Jour MIS Ph.D. candidates who were using such an
approach,

The Third asscssor oullined his concemns thal the empirical part of Lhe thesis was
weak. (He outlined that the candidate has not demonstrated how his approaches
using Sckoran's (1992) and Moody and Shanks’ {1996) analysis framework,
function {(Chapter 3 and 4) in tandem within the research that has been
underiaken.) However, it is my understanding that the Third assesscr considers the
above analysis framework 1o be my major mainstceamn approach for the thesis, 1
take it that he was referring to the empirical material pathered was too weak to
provide the research findings through the frsl case employing the positivist
zpproach (Chapler 3}, and in 1he sccond case employing the interpretative
approach (Chapter 4). It is clear that my major research approach was described
in Chapters 6 and 7. The Third essessor was silent in providing a reflectively
heuristic description ol my major research findings and insights {chapter & and 7}
where 1 transcend some of the traditiona) analytic character {Critical theory with
hermencutic-dialectic approach) in the creation of my living theory. So how did i
mainiain the essence of my insights related to tacit knowledge in my research?
My response to this question is that I am supporting the mode of preseniation in
the framework of the texi that also supports the theme of the dialogue. In so doing,
I trust that I am endeavouring to enact wisdom in the sense in which Mahoney
comments; "wisdom consists of the ability to sustain a conversation” (1990, p.
185}. Such wisdom, I consider to be tacit knowledge. My understanding is that a
conversation can occur between people and also between the inner characters
which make up any person's psyche. As [ explain in Chapter Five and Six, I base
this understanding on several sources such as Critical theory, especially Hebermas'
theory of communicative action, numerous other theorstical frameworks and
models from information research, with a touch of Demrida's postmodemist tool of
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deconstruction, and noting Moustakas' {1990) injunclion to carry out heuristic
research including self-dialogue (Pp, 16-20).

For the major impression of the thesis, particularly that conceming the Theory of
Ethical Action, the Third assessor commented that this is an imelevance to the
thesis, The essence of the Theory of Ethical Action was nol so much a description
of unethical behaviour es such, bul rather that of ethico-socio-political action for
empowerment within & situation of oppression, domination and distorted
communication. As I explain in my tentative epilogue, I base this undersianding
on Derrida’s postmodem tool of deconstruetion to revisit the major themes of the
rescarch in a postmadern dialectic, heuristically intermingling my persanal life
with the research,

My Comment

Thinking of the last question, perhaps for me the most existentially imporiant
aspeet of the theory of ethical action for me al the moment, T quote from the
renowned  psychiatrist-psychologist-philosopher  Carl Jung. Speaking of
cmpowerment of ane's belief in order 1o justify one's value, Carl Jung {1975)
Writes:

Too many men and women reach middle age without achieving
psychological maturity and it is therefore necessary 1o help them
through the neglected phases of their development. If a person is
afraid of life and finds it hard to adjust {o reality, he might prefer 1o
dwell in his fantasics or to remain a child. In such a person
{especially iT he is introverled) one can sometimes discover
unexpected frcasures in the unconscious, and by bringing them lo
consciousness strengthen his ego and give him the psychic energy he
needs to grow into a mature person. This constilules the neglected
phase.

Carl Jung (1975, p. 325)

1t could just be that that I am just such a person, (hal the cthical impact that
mcerues 1o me is my maturity. The guestion still remains, though; will the
conditions be dght for a funman ethical chain reaction wherein my ethical action
ignites a human chain reaction of ethical action thal creates a chain reaction of
ethical impacts? Such @ chain reaction could lead to people influencing cach
other to take ethical decisions at their momenls of decision in the locality of
jmjustice. The extent of any human ethical chain reaction depends on a minimal
condition of & eritical mass of humans in the locality of major injustice. In other
words there would be enough humans being receptive 1o being influenced. This
would need the condition of appropriate human communication channels.

Would a human ethicai chain reaction be a desirable oceurrence? We would
suggest that it depend upon whelher you arc a perpetrator, or a viclim, or &
beneficiary, or & witness, of injustice. Remember, if you are the perpetrator of
injustice, you too can respond by making an ethical aclion in the locality of
injustice just as well as a victim of your injustice. Ong thinks of the response of
Zacharias, the Jewish tax callector for the oppressive Roman colonialists during
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the time of Jesus of Nazareth, who responded by an cihical aclion when he
realised his moment of decision in the locality of the injustice he was
perpetrating,

OVERYIEW OF THE CHAPTER

The initial aim of this research was to investigale (he organisational impacts of the
adoption of the WebAccounting package, particularly in the conversation of tacit
knowledge into explicit knowledge, This iniroductory chapler over-views the
study, defines some key terms, and provides an insight into the adoption of my
major theoretical references, In particular, Habermas® critical social theory wilhin
Aihe heuristically eritieal reflective practitioner research approach, to illustrale and
explain the knowledge management issues at hand. This chapter also addresses
the purpose of the research, as wcll as outlining the main research questions, the
signilicance and purpose of the study and the struclure of (he thesis.

This study adopts an hearistically critical reflective practitioner approach. The aim
is 1o elicit inner dialogue and open discourse responses in one-on-ong intervicws
within a phenomenclogical, reflective practitiener methodology (Moustakas,
1990; Tesch, 1990), '

In line with Schon (1993), I employed the use of reflective practice in the research
of web-based knowledge management systems, For this, 1 kepl reflective jounals
(Clegg, 1996; Ballantyne & Packer, 1995) and authored and published academic
papers as the research propressed, while keeping relevant notes and documents,
and 1 continually reflected upon the empirical data resulling from this research,
Furthermore, I followed Williams (1996) lead by incorporating heuristic inquiry
{Moustakas, 1990; Tesch, 1990) and reflective phenomenology {(Moustakas, 1950;
Tesch, 1990} into the research approach. As a reflective practitioner, 1 the
researcher present examples and vignelles to illustrate and elucidate the issues at
hand as described in Chapter Six.

My decision to investigale seriously Schon’s (1983) admonition to become a

teflective practitioner was a result of reflecting on some methodological and
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ethical considerations, based mainly on Moustakas’s (1990, Pp, 32-34) notion of

validity in heuristic research. This, 1 will discuss in detail in Chapter 5.

This study also describes epistemology, ontology, and axiology, It then gives an
aulobiographical accot;nt ‘of my own theoretical ‘and philosophical journey
fowards the accepta.rl.ce of the philosophical foundations that led 1o my adoption of
the Habermas' critical social theory employing an heuristic inquiry approach, The
acceunts of my adoption of these underlying phiiosophies, {which I describe in
detail in Chapter 3, 4 and 5), reveals an engagement with previous research in this
arca. In paricular, the work of Williams (1596, 2000a, 2000b) and Taylor {1993)
at ECU and Curtin universities, and the on-line works available at the University
of Bath. This engagement with other researchers then eﬂlighlcncd my journcy of
researching the WebAcconnting projects. By inter-weaving WebAccounting with
my journey in lilerall_.ire. theory, and scholarship, 1 hope that I have begun a
continuing transformation of mysclf inte a betler manager of knowledge

management processes, a belter citizen, a beiter leader, and a scholar.
A BRIEF OYERYIEW OF KNOWLEDGE MANAGEMENT

Knowledge management hes increasingly become an imporlant topic in the
decision supporl mechanisms that create value for both the sirategic and structural
policies that meet the organisational challenges of the information age (Smith,
2001; Standing, 2000; Bun, 2000;Williams, 2000a). Knowledge is information
combined with expericnce, context, interpretation, and reflection {Williams,
2000a) and knowledge manapement enables improvement of knowledge work

processes (Nonaka et al, 1594),

Knowledge management systems allow a new employ¢e to leam an organisation’s
current processes from that organisation’s history through its explicit knowledge
base {ep. rﬁenus. documents, manual, and databases and so on.)., These can
explain the evolulionary processes that have hopefully led to current best practices
and improved business processes over time (Garvin, 1993; Nonaka et al, 1994}).
Gunther (1994} and Schein (1995) argue that knowledge management systems can
iransform organisalioﬁal leaming processes. These processes invalve managing
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knowledge by understanding its dependent qualities (eg. ﬁmgss for purpose) and
its knowledge context (eg. environment) (Schein, 1999, p. ]64}. The Centre for
Electronic Comrerce ijccts, a research ‘project funded by M_on'ash University
has demonstmied ‘the ways k.ﬁow]'edge 'man'agem'ent system .can shorien
information movemcnt time for mu]nlevel supply chams (Centre for. E]ectrcruc
Commerce 1996) : : : ’ o

Government and mduslry are begmmng to reallse the need lo reuse their exlstmg
resources ‘o dcvclop best knowledge manngement practlces This includes
leaming from past expenence and the ‘experience of others (Ganrm, 1993,
Davenporl, Jarvenpaa & Beers, 1996 The MPACT Programmc, 1998} The
creatiop of' organisational . best practice is depcndent on both the tanglble and
1ntanglble assets that evolve during normal business processes (Thc IMPACT
Programme, 1998). From this, we can say that an organisation smvmg for best
practice shonld be able 1o locate its tacit knowIedge and converl it inte cxpllclt

know]edgc as parl of its strategic resource rcsenrcs

By developing a tool 1o undersiand lhe_ process of knowledgd;reatidh, both tacit
and cxplicit could assist this process. Knowledge management sysiems arc cited

as lools_. to accomplish this increase in elficiency (Sarvary, 1999]_.

Remcr'lyi' {1999a) describes a tool that may focus and déirelbp organisational core
competcncles and this tuol isa knowledgc management system He ldcnuﬁes that
a know]edge management syslem is concerned with decision suppurl systems,
data warehousmg. and data rmnmg Such a system ls usualIy closely usoclatcd

with Inlra.net apphcatmns

Hauben and Hauheﬁ (1597) Sdggest considering knowledge management systems
as an extension of information syéte'm management, which utilises the exchange of
business information through an information technology network, Such an
exchange of information electroﬁi.cally belwce'n sepa.rétc brga.nisﬁﬁons, or between
an organlsatlon and its customers can be crucial to supporl successl‘ul busmess

parf.nersh]ps
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WebAccounting Electronic Data Interchange Groume'e'{WebAeceunting) isa
knewledge management and groupware software spplication (Org B Training
manual, 2001), WebAccounting allows company execulives to us«e.computers to
access intefnal aﬁd extemal information 'fer enhencing their 'deci'sion making in
order to max:mlse produclmty and mcrease profils - ﬁ'om the combmatmn of
hnrnnrl and IS mforrrlatmn gathunng, procr.'.ssmg, retncval ‘and accessmg A
Western Australian website design and . consuIt:mt company created
WebAccountmg, and it has the fealures and appllcatlons of Lotus Notes™

. groupwars, and EDI syslems. Lotus Notes™ gmupware allows organisation io
facilitate communication and collzboration among team members within the
organisation, Electronic Data I_nlcrchange ED1 system allows orgénis_ation to nse
standardised, agreed formats for electronic .message to ‘create cost-efTicient
handling of transactions such as product re-ordering by individual cullets in retail
auto supermarket chains (Gunther, ]994} As of March 2002 WebAccountmg

operates in ten sites in Weslern Ausiralia,
THE RESEARCH ROLE

A focus l:lfthls rescarch is to deseribe and cxplain the lmporlance of knowledge
managemenl in an m[‘orrnatlorl driven socicly (Dnvenpcrl 1998; Moody et al,
1999; Fink, 2000; Smith, 2001; Standmg. 2000; Williams 2000a) The sludy
~ documents the processes of m:maglng orgamsatmnal tacit knowledge of
0rg1n|satmns A, B, and C via WebAccounlmg As described in subsequent
chapters the primary focts is to provide an explanation of the develqpment of
organisational, individual_. and personal tacit knowledge, rather than a description
of that knowledge. This aim hes led to the use of philosephical n:gumc'hl and
rational thought, pﬂ_:‘licﬁlarly within Habermas® critical social theory, aided by

reflexive practitioner practices, -

Moody and Shanks {1999) point oﬁt thal companies in Australia are investing
beavily into knowledge menagement systems without fully understanding the
conlext and requisites, By yndertakin'g a defailed study of a knowledge
management' eystems ‘at wark, - this study also intends to provide betier
“understanding of thesé systems parlicu]arl}, lheie metits and limitations. From
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this, we wish 1o reduce unnecessary [inancial outlays for companies contemplaling

the adoption of these knowledge systems.

This studﬁ,r is both ﬁ joumey e.nd a mission. By investigaiing the bhilosuphy of
Habermas’ cntlcal socml theory, 1 am lraveIlmg wnhm the soc:al sclences and

' recogmsmg the development of knowledge management systems within a soclal
environment. The mission was lo take this discovery, knowledge, and theory and
from that, to build an iri-ﬂcplh ﬁnderstanding of the socio-cultural conlext of
knowledge managemcnt sysiems reSca;l'cllcs. The joumey was the [irst slage in
undel_-standing the process of emanhipation — the main metaphor for critical
research (Mezirow, 1999; Whitehead, 1996, 2.0f}2).

By employing the critical social theory approach, I strive to employ an open -
discourse followed by a critical discourse that should result in some form of

pbsitive political aclion (Taylor & Williams, 1993;_Me.zirow, 1999; Whitchead,

2002). For example, from a critical social theory perspective, the critical discourse

conceptualises the role of social cues such as facial expressions, body language,

and the fone of voice in way different from the positivist or interpretative

perspective (Moustakes, 1990, 1994; Tesch, 1990).

This study also gave me an opportunity to develop an in-depth understanding, and
broaden my kno.w.lcdge in connecting my owﬁ expﬁcation of tacit knbw]udge with
the research process. Within the spirit of heuristic inquiry, 1 was actually fiving
out the knowledge rnanagement process 1 was rescarchmg ‘This new work is
autobiographical and deseribes ‘how 1 retrace my steps and dcscnba my previcus
engagement with theory and phtlcsophy ln resean:hmg ‘the adoption of
WebAccountmg

THE RESEARCH APPROACH

The zim of this Study is not only to res:areh the organisational impacts of
WebAccoﬁnting, but. also'to.docul"nen't and describe the associated research
pi-ocesses. In addition, there is a need to examine the practical implications of

using Habermas® critical social theory and reflective phenomenclogy as
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underlying philosophies for information system research, Ngwenyama (1991} and
Lee {1994), who argue that Habermas' framework has had a greater impact on the
information systei'ns” research discipline than any other critical social theary school

of thoupht suppc'rt these aims.

By adcptmg Habermas cnucal scclal theory, I am able to build ona foundauon
that has already gained recogmtlun among IS scholars (Mlngers, 1981 Lyylmen
& Klein, 1985; Lyylinen & Hirschheim, 1988; Ngwenyama, 1591; Lyyurlcn,
'1992; Hirschheim & Klein, 1994; Lee, 1994 and Ngwenyama & Lyylinen l_997).
However, | came to feel that, despite my intrinsic interest of Habermas’ critical
social theory, I wanted to know where to slart and where should | go? I then
began to explore prf.wmus cmpmcal research in investigating T.he implications of -

knowledge managemem

Aller reading past _ernpirica] resedreh papers investigating of thie impact of
knowledge manzgement systems on l_:usincss performance (for exarnple,. see
(Nonaka, 19'9.5; Davenpdrl et al, 1996; The IMPACT Programme, 1998; Daniel et
al, 1999; Remeny_i, 1999a; Hansen, 1999; Zack, 1999; Standing, 2000; Smith,
2001; Burn, 2000; Williams, 2000; Fink, 2000), T found that the research carried
out f'l‘om an Australian p.er.specti.ve euuld be angmented, and. that most studies
ariginated in the .Urlit'ed States {see pﬂ.l;lil:l.llﬂl']y Davenport et al, 1998a; Daniel et
al, 1999). These studles have found that knowledge managemcnt systcms have
- made stgmﬁcant posxlwe changes to organlsatlnns by helpmg 1o accompllsh
organlsalmna] ub_]ectlvcs through the struclurmg ‘of people, technology, and

avajlable knowledge,

1 began to realise that mcreused compehuveness through knowledge management
hes 1|1::n*:a.«smg11.|r led compaiies to include the analysis of avallab]e knowledge into
business practices {Davenport et al, 1998b), From this, auather qucstion arises:
‘For managlng organisational and individual .knowledge wllal are the impacts of
the adoplion and use of WebAceounnng. in the ccnvmwn of tacit lcncw]edgc ta

explicit knowledge?
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I began to conduct rigorous rssearch info how organisations can exploit
knowledge more efTectively in its business proctices. I then viewed the situation
from a different pcrspéctivc, enc that differed from my 5 years consu]t_fng in
information systems. I began to see the *how’ and the ‘why’ of thé'impcrlz_mcé
for organisations o develop [feasible approaches to improve knbwlcdge
management processes. Table 1.1 below idenlifies some of the critical areas

regarding the improvement of these processes and associaled research.

- Critieal areny regarding the improvement

ol knowledge work processes:

Best rnctic for KM process

{The IMPACT Programme, 1998)

The reflection of knowledpe work processes,
the organisational culture, and the project’s
husiness requirements.

(T.H., Davenpor, S, Jarvenpaa,
and M. Beers, 1996; Williams &

_Taylor, 1593, 1996)

The social-technical wview of knowledge
management suppons & close and technology

relationship

(Pan and Scarbrough, 1999)

Using Knowledge Manogement and the
Internet to Support Evidence Based Practice

(Daziel & Graeroe, 1999}

Role of organisational Culture & Trust' in
helping to maximise the effcctiveness of
organisalions .

(Slanding, 2000; Bum, 2000;

Smith, 2001; Nenaka, 1995)

The contgxt of using heuristic self-study and

encouraging creativity for ailempting to
improve knowledge work process

| (Williams, & Taylor, 1993, 1996)
analysis of seft systern methodology in | -

Role of developing trust in leveraging
knowledge resources for value creation

(Fink, 2000; Bum, 2000; Meycr
& Zack, 1996)

Managing the knowlec_lge of the Organisation

(Davenpart & Prusak,
Meyer & Zack, 1996)

1998,

Gaps in the Literature

Related Research

[mpnet of knowledge management systems as:
An apenl in converting tacit knowledge to
explicit knowledge and how such system.can
provide frameworks and architectures needed
for managing explicit knowledge; ]
A model for analysing success of knowledpe
management systems and what factors,
stralegies, indicalors,  and barriers
encountered;

Insipht into the adoption and uses of
WebAccounting in the domain of supply chain
management and resulling issues of new
intermediation forms. '

- External Websile Consuliants:

. & Klein 1594; Lyytinen 1992;

{(Daniel & Gmeme, 1999;
Davenport, 1998s; Hansen ot al,

1999; Zack, 19992, * 1999%;
Remenyi, 2000; Williams, 2000;
Burm, 2000; Smith, 2001;
Standing, '2000; Yap, 1992

Meyer & Zack, 1996; Hirschheim

Lyytinen & Hirschheim 1988;
-Lyytinen & Klein 1985; Mingers |
1981; ©  Ngwenyama 1991;
Ngwenyama & Lyytinen 1997).
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Table 1.1. Research arcas reflecting type of knowledge work,
organisational culture, and the improvement of knowledge work
_process 1o realise value to prganizations.

While existing studies have i_dcntiﬁéd critical ﬁr_eas_lh:_lt address Lhe o_fganisaﬁunal
impacts:éf imp'rﬁving kmwledge' wofk pmécsses' (Nonaka, 1595; .Davenpo"rt et al,
1996; The IMPACT Pragmmme 1998 D:lmel ct al 1999 Remenyi, 1999z;
Hansen, 1999; Zack, 1959; Standmg, 2000 Smnh 2001 Bum, 2000; Wl]llams,
2000; Fink, 2000), tab]el 1 hlghhghts gaps in the hlerature Based on the above
studies and identified paps, I then bepan to mveshgate the possibie role of usmg
WebAccounting as an agent in convcrhng tacit knowledge to expllcnt knowledge

10 better support efTective and cfTicient knowledge management.

EXPLICATING TACIT KNOWLEDGE USING THE -
WEBACCOUNTING KNOWLEDGE MANAGEMENT SYSTEM

One of the purposes of this research study Was 10, determine ways in ‘which

WebAccounting 'opératc_s' as an agent in.co_liﬁerting Lacit know_]édgc io.éxp]icit

knowledge within an organisaﬁoh. Here [ describe (he areas of investig:ition: :

i. The architaclure model of know]edge products by Meyer and'chk -{.1996]_
mcorpnrates f'we  slages: acqulSItmn. rel ncmem, storage & relrieval,
_dlslnbuhon and presentatmn. This model is used as & deslgn framework to
analyse the way in which WebAccountm,g operatas as ah agent in converlmg
tacit knowledgc to explicit know]edge (sec figure 2, 2 and Ch 2)

2. An undcrst:mdmg of know]edge managcment and the frameworks or
archileclures needed for m:magmg both tacit and explicit knowladge lhrough
the _adopuon ‘of WebAccounting, and how this assists organisations in the

following areas: ..

(a)  An nnderstanding . of how the knowledge management supporied by
WebAccounting systclﬁs cen enhance the environment in whﬂ:h knowledge
ariefacts are created and menaged (Meyer ct al, 1996; Davenpori, 1998;
Hansen, 1999 and Zack, 1999a).
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(b) An understanding of the featnres and functions of WebAcconnting in
supporting knowledge management to help organisations to maximise the
elficiency and efTectiveness of adopting knowledge management tools
(Danicl ct al, 1999).

{c)  An understanding of the development of critical strategies for a knowlédge
management 100! that allow organisations to identify, improve, protect and
exploit the value of knowledge and to establish how well (hat knowledge is

being applied (Remenyi, 1999a).

The above are some considerations when organisations plén lo establish effective,
efficient, and empowering strotegies for managing and cxploiting both forms of
knowledge.

THE RESEARCH QUESTIONS

On one level the basis of this study initially responded to the following research

question, founded on the objectives described in the previous section:

1. For managing organisational and individual knowledge, arising of the adoption
and use of WebAccounting, what issues, especially regarding the conversion-of

tacit knowledge to explicit knowledge, emerge as imporiani?

On this level of the research, as part of the reading and the maturing of the
research, 1 developed three subsidiary rcsearch questions. The first being
investigated largely using positivist approaches, and (he second being investigated
largely using interpretative approaches, including the use of reflection and
investigating my reflective praciice as an information systems consultant, with the
third being investigated largely using Habermas's critical social theory. These

questions are;

1.1 In the context of making possible knowledpe sharing, how successful is
WebAccounting as 8 knowledge management system, judged in
accorusnce with Moody and Shanks’ (199%) success factor model for
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analysing knowledge management systems, and researched using a

largely positivist approach?

1.2 What insights, especially regerding compelilive advantape and the
management of knowledge in an organisation in the context of the
adoption and use of WebAccounting, can be gained Ey using Porler’s
value chain madel (1986) and Papazoglou & Yang (2000} value chain

integration medel, researched using a largely interpretivist approach?

13 What insights, regarding knowledge management in the context of the
adoption and use of WebAccounting, can be gained using Habermas’s

cntical social theory, researched using a largely critical approach?

My rcading and the research itsclf Jed me to understand that the positivist
approach {first case study), the interpretivist (second case siudy), and indeed the
critical (from the third case study), can be inconsistent with individual, social,
culiural, economic, psychological, and organisational reality (Walsham, 1993;
Ngwenyama & Lee, 1997, Lyytinen & Hirschheim, 1988; Ngwenyama, 1991;
Lyytinen, 1992; Hirschheim & Klein, 1994; Lee, 1994; Ngwenyama & Lyylinen
1997; Williams, 1596, 2000, 2002; Taylor, 1993; Moustakas, 1990, 1994),

Having addressed the findings and limitations resulting [rom the positivist and
interpretative and critical perspectives, 1 was then better able to revisit the ahove
rescarch questions within an heuristically critical (inclnding phenomenologically
rellective) reflective practitioner research methodology (Moon, 1999, Williams,
2000a; Whilghead, 2002). Indeed, a new research question emerged from this

Jjuxtaposition:

2. In the context of my researching the explication of tacit knowledge,
what insights can be gained from a postmadern inspired rendering of
the case study of my own praclice as an heudstically eritical
reflective practitioner, which resulted in and was informed by
Williams® and Wong’s (2003) theory of ethical action?
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MY RESEARCH METAPHORS OF THE STUDY

While my focus is on the discipline of managing organisational tacit knowledpe, |
initially drew upon the work of Jurgen Habermas® critical soclal theory for
assistance in creating an appropriate guiding framework. That is, Habermas® work
constantly advocates critical self-examination, evaluation of social imporiance,
and the foundation of everyday language. (Habermas, 1972, 1974, 1579, 19584,
1987; Ngwenyhma 1591; Alversson el al, 1999¢; Lee, 1994), Guba (1994)
contends that critical social theary atiempts to understand the social contradictions
and conflicts inherent in the existing social stclures of organisations and society
by self-rcllection, while holding to a non-ohjectivist understanding of ontology
and epistemology. Habermas® theory demands ihat the researcher seek io discover
or uncover propositions of multiple realities where these realilies are socio-
psychological consiructions forming an interconnected whole (Ngwenyama &
Lee, 1997). These realjities can only be understood as an .aspect of the holistic
relationship between man and the environment, and form an intcgral part of the
mentat process of reilection (Moon, 1999), Tesch {1990}, and Moon (1999), botk
uf‘ whom I take as authoritative researchers in reflection and prefessional
development, agree that such reflection “involves the process of thinking and may
be aided by the process of ariculation of that thinking orally or in written form
{Moan, 1999, p. 64).”

While using Critical Theory as a guiding framewotk, I am able to understand
organisational change in broad social, political, ‘psychological, and ethit_:al'
contexts. This is because heuristic inquiry has the potential to deepen positivist,

interpretivisl, critical, and reflective praclitioner theory and practice.

I decided to employ Habermas' Theory of Communicative Action to investigate
the research subject {refer 1o chapier 6), the devclopment and practice of
knowledge management systems (which I regard as a component of information

systems), for the following reasons:

a)  Firstly, according to Ngwenyama & Lee (19%7) and Hirschheim & Klein (1992,
1994), Habermas® Critical theory has been more popular in condueting information
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(e}

systems research (han any other eritical school of social theory, This approach is
able to serve as a powerful framework to understand organisational knowledge
management change within a context of human relationships within an organisation
(Lyylinen, 1988; Lee, 1997).

Secondly, as arpued by Markus (1994a, p, 120), Habermas' theory provides details
of the processes of undersf.anding information systei'ns research from the context of
a social perspective. That is, Habermas® concepl can explain how the interaction of
social, human, end tcchnical systems provokes changes in the context of
information systems reseﬁrch. These include the individual human {subjective
world), the social {inler-subjectively shared world}, and the technical (objeclive
wor]d), which are all interrelated (Chua, 1986; Laughlin, 1987, 1988; Guba, 1994;
Ngwenyama & Lee, 1997).

Thirdly, Habermas® theory provoi:es open discussion (dialogus) on ways in which
critical evalvation can be applied {Lyylinen, 1985; Habermas, 1987; Taylor &
Williams, 1993; Denzin et al, 1994; Myers, 1995). As argued by Mouslakas (1990,
1994}, Tesch (1950) and Maxwell (1992}, a mere clearly focussed problem-solving
scenario through Habermes® thinking on cuftural backpround and political interest

development is possible,

However, I also begin to notice that 1 need to develop an approach that merges the
rigour of positivism with interprelivism's depth combined with the ethico-socio-
political imperatives of critical theory, joined with the transformative subject-
object merging insighls of .rcl'lcctivc practice. In explaining my practice as a
reflexive practitioner practice (refer 1o chapter 7 and 8), I draw on the heuristic
inquiry to provide the intuitive-emotional-artistic-depih psychology that illuminates
my life and learning. [ also need to touch of Derrida's postmodemnist tool of
deconsiruction, and some theoretical underpinning of heuristic - inquiry with
ethnographic elements. “As cited in Lyolard's back on The Postmedemn Condition:
A report on Knowledge, p. 81, he contends:

A postmodern artist or writer is in posflt'cm of a philosopher: the
text he writes, the work he produces are net in principle
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governed by pre-established rules, and they cannot be fudged
according fo a determining judgement, by applying familiar
categories fo the text or to thz work. Those rules and categories
are what the work of art itself is looking for. The artist and the
writer, then, are working without rules in order to formulate the
riifes of what will have been downe (Lyotard, p.81, 1986).

What I want to do in my research is to find an approach of chollenging to not only
the positivist and interpretative perspectives, but alse stl:.;gcstions to deepen
critical perspectives and reflective practitioner approarbes. These constitute the
clarification and explanatory power o my living the.ories 2 'Whitehead, 2000).

My self-study research approach (refar to chapter 7 ~ud 8) that resulted from my
living theorics, which combines my own perronal and largely subjective Jife with
the outer and largely objective organisational case studies would be sufficient to
explain the complexity of my practices. Based on my empirical research on the
explication of tacit knowledge in three cases studies, and .Lhe case study of my
own personal explication of tacit knowledge, I theorise within the domain of
organisationa! ethics. The common thread is the importance of tacil knowledge
explication in both a person’s individual and in-group knowledge, and for
organisations and departiments, and individuals, Thus, while this research may
result in a clearer understanding of knowledge management sysiems, I dare to
hope that the major result may be more empowersd and better persons. I dore to
hope that 1 am one of those. Thus, not only logic and systems are central to.this
study, but also cerlain critical moments of decision which arose in response to
historical-political dilemmas and actions that involved feelings and emolional
intelligence, aesthetic allusivencss, questions of justice “and truth, ethical
imperatives, the faith dimensions of people's lives, and even the unconscious

wellsprings whence come intuitions and urges, dreams and visions.

In the tentative extended epilogue, I came to understand my final and most
important research. case study. Here, T use the freedom and playful ereativity
afforded by the more constructive of Derrida's postmederm tool o' deconstruction
to revisit the major themes of the research in a postmodem dialectic, heuristically
inlermingling my personal life with the research. Out of this thesis eventually
emerges Jiminal conclusions based on Williams' and Wong's (2002, 2003)

foundations for ethical awareness and practice.
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More imporiantly, incorporating my self study in a dialeclical discourse between
inmer individua! and outer organisational dimensions, this thesis evolves
ultimately (o conclude with an empirical case study informed by Williams® and
Wong's {2002} theory af ethical action. Indeed, this cose study was lﬁc Mux out of
which the theory emerged,
E=AL
ifand only [f cccurring through reflexive decision fn o lacaliry of injistice

Where E suinds for Enormous Impact, Ay for Action ethical at a critical moment af decision {13
braught about by a reflexive decision in a Jocality of injustice, and C for the speed of light constant.

In the Posimodem Tentative Epilogue, I metaphorically restate, aﬁd lhen explore
with fuzzy logic and using non-parametrical mathematics, one oulcome of the
theory of elhical setien. This corollary supporied and expressed in malhematical
form as the postmodem fuzzily approximate jingle stated above, is an initial

mathematical foray into the question.

The theory challenges me 1o consider, the case study of my own life (and in this
case, in my professional practices where T happen to be an heuriélir.;.nl]y rellective
academic researcher invesiipating the ouler world of organisational knowledge
explication), and how I would T enact my lindings in my inner wbrld {in this case,
my enacting the findings of the rescarch of my own tacit knowledge explication
from the unconscious to consciousness). In colloguial terms, would I “practice
what 1 preach”, “walk my talk,” or, in other ferms, “align my cspouseﬂ theory with
my theory in practice” and “inform my practice by my newly aligned living theory
and practice?" I explore these questions in the Epilegue (chapter 8), and for me
one personal guestion remains, that is, “How long will I continue to experience the

enormous benefit referred to in Williams® and Wong’s jingle?”
STRUCTURE OF THE THESIS

This study comprises eight chapiers that irace the course of the research joumey.
Together with an examination of the purpese, structure and methodology of the

study, and & review of 1the major thinkers for assistance in devising an appropriate
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theoretical framework (Markus, 1594; Ngwenyama & Lee, 1997; Hirschheim &
Klein, 1992, 1994; Lee, 1997).

Chapter One: provides an overview of the research, including the background to
the research, a summary of the key areas of the rest of the study and definition of

key lerms.

Chapter Two: provides a litcrature review exploring insights into the context of
knowledge management, and provides a source of literalure for this siudy. The
general literature relevant to this study covers various aspects af the development
of knowledge management and the ruic of bolh tacit and explicit knowledge in
organisational leaming. Material relating 10 the knowledge management processes
and uses of knowledge management systems is also described, showing the
imporlance of such matenal to the researeh question, which 1 repeat here for
emphasis: *'Fer managing organisalional knowledge, how dacs WebAccounting

successfully convert facit knowledge to explicil knowledpe?"

Chapter Three: describes and analyses my firsi pilot study pmviding initial
backgrouud and help for the overall thesis. T realised at that time that 1 needed an
approach that combined my beliefs and values with an indepth understanding of
what I actually did when [ worked as a parl-time consultant wilh Organisation A.
At this time, I saw myself as nceding to develop the research capabilities in order
1o properly researeh the area. From this decision, I conducted my firsi empirical
study, invelving Orghnisation A in the begirming of Jun 2001, This sludy charied
my early experience using elements of .positivist research on my journey towards
what I came to consider as the more apprdpriatc research approach of reflective

* practitioner elbinography,

In this third chapter, I also describe what the literature presents for the commonly
occurring ontology, cpistemology, theory, and preetice usual for the positivist
approach, In describing. and auh]ysing the WebAccounting knowledge
management case study of Organisat.ion A, I employed Moody and Shanks'
(1999) model for analysing success for knowledge management sysiems.
WebAccounting is consequently investigated within a largely positivist context to
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provide insights for the thesis oversll and to highlight the strengiths and

weaknesses of the positivist research app'roach as applicd to this sludy.

Chapter - Fnur is w-nttcn in a ma.nner, whlch allnws 1rnmersmn in the
mterpretalwe research pmdlgm wh1le cxpcncncmg thc hackgrcund and contcxt
of WubAccountmg for my overall lhests Flrst]y. I present the’ rcsearch approach
_baserl around ethnugraphy and mlcrpretw]sm, and then cans:der its sultabﬂlty for
.my. purposes and for the research area. "I came to realise that I did nol need to
“attempt to predict | human behaviour, as in my first ernpmcal study rcsearchlng
Organisation A from a ]argcly posnlmsm. I was searching for an nuthcmw means
of conc'luctin.g., ihvcstigating, nnd recording my experience in'the rescarch field,
and ethnography employing interpretative qnalitative fieldwork emerged as the

" method that I considercd I needed to investigate,

Secondly, in the fourth chapter I discuss what the literature lﬁreisents asa cofﬁn_mn
ontologf, cpi_stcmplbgjr, theory, and practice related to the interpretative approach,
Thirdly, in .dqscribing and analysing W_ebAbcounting an & knowledge maﬁagemeﬁi
systems which ﬁi}s been adopted by Organ_isaiicn' B, I used Porter’s (2000)
traditional model of Supbly Chain Model and Papazoglon and Yang’s (2000)
Integrated Value Chain Analysis Model to lnvcsngatc the ‘management of shared
knowledge., Within Orgamsancm B, the mvesugaimn ul‘ chAccountmg wos
conducted usmg a ]argely mlerprctatwe parad1gm ta prowde |nsnghls for my
uveral] thesis and to demonsirate the strungths and weaknesses of an lnterprl:lnllvc

research approach npp]lcd to this study.

Chapter Five: examines the phllnsophlcal and g‘uldlng frameworlcs and dlscusscs
my mature research mcthodology in detal] e.xamlnmg the analyucal processes of
using both transcript analysis and refection, and the reflexive praclitioner pracuce

approach.

Firstly, I describe the development of my theoretical framework mcluding &
detailed justification of using my \fariotis writing style.s" I further describe the
evolution of my approach o the research, which includes an initial dialogue with
what I term my inner self. ‘In this process, I disclose relevant aspects of my
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personality type and my world-view concemi'ng tacit knowledge and the
communication process, In this chapler, 1 also describe in more detall some

relevant insights from cnucal soc]al lheory

Chaptéf Six: takés 8 h'mad ranging reflective cdnéideralioﬁ'df all the case studies
Involved in the research. The use of a cross-cnse a.na]ysns 1nvo]vmg reﬂectmn and
reflexive pracuurmer practu:e ennches this a.nalysm S :

'Chhpter Seven; provi_des_ﬁ sur_hmary' and discusses various co'ncll.i.;ions'gained
from the stuﬁy. ini:Iut_iedl in this chéptér are the imp]icat_ibﬁs of this research in
answering the research questions and r_:mérgcnt research Issues relating fo the
adoption and use of WebAccouniing. The chapter concludes with a discussion of

pointers for further research.

Chapter Eight' pmwdcs a tentative cp1lnguc inspired by the more constructive
elements of Derrida’s (1983] postmodem taol of deconstruction. I present an
outline of lhe theory of ethical action that has directly restilted from this research
and Williams (1996-2002) pest doctoral research and practice, Morcover, I use my
knowledge of fuzzy legic and non-parametric malhematiﬁ fo explore the theory.
An heuristicai]y confessional and paetic reflections are the final words,

THOUGHTS ON SELF REFLECTION

In rec_enf -ye:irs there ha.s. been ;:m._incfease interest in the nature of critical
information systems research and the development of methodologies to explore
this subject ((Markus, 1994; Ngwenyama. & Lee, 1997; Hirschheim & Klein,
1992, 1994; Lee, 1997). One area of contm\_rcrsy'hct.we'en ‘eritical _infqrrn.aticn
systems research and the traditional inf‘oﬁﬁalic_-ﬁ systems ré_search_ is the role of
" “reflective practice,™ which-rem'ains. undér-deve'lopad ‘(Moon, '199.9)'.. In this
section, T shall explore the imporlance of reflective practice as a means of

developing experl research methods.

Aithough the ssue of reflective practice is becoming a major subject involving

both academic and professional information systems consu]t_:mts, it is important
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thal we do not under estimate the power of employing “reflexive practitioner
practice” (Wong and Williams, 2002). As ergued by Williams (2000), a criticat

scholar of the reflective practice paradigm:

The notion of reflective practice describes a dillerent way of
thinking about professional knowledge and professional
education from traditional approaches,. It is sbout creating a
different kind of knowledge from the rule-based knowledge,
which is created and transmitted in the doctorate level of
research education. It involves a challenge 1o both skills and
knowledge together with academic and vocational divides.
{Personal interview, February 2002)

In a similar vein 1o Schiin’s philosophy, Williams (2000, 2002) comments that in
employing the practices of a reflective practitioner one needs to construct a
professional knowledpe base through the intepration of one’s rule-based
knowledge with one’s “know-how", which derives from a range of personalised
skills, strategics and values acquired through exf)eﬁence. He agrees with Schén's
ideal that it js not possible to acquire such tuchhiqucs and skills merely through a
“technical-rational” education (Schén 1983, 1587, Wong & Williams, 2002). He
further ‘mention that “reflective practice” is a process with which increasing
numbers of profcssionals are engaging in order to better understand, 1ake full
ownership of, and enhance the work that they do (Williams, 2000a). It expresses
the thoughts and reflections from a personal point of view. As Williams, cited in
Wong énd Williams (20{}2}._ states:

The Reflective Practitioner style of writing was [first introduced
by Donald Schén in 1983 and others have built on his work (eg.
Pribbenow, 2000; Overmeer ot al, 1998), This style has been
widely accepted and there ore even univerity courses
specifically dealing with the reflective practitioner style (see, for
example, Griffith University (2001) and George Mason
University (2001)). :

According to Williams (2001, 2002), action rescarch professional practice and
reflective practitioner researeh is uswally written in distinctive reflective
praclitioner styles, as individuals’ confidence and abilities evolving as they find
their own voice and distinctive authorial style through the reflective practice of

praciice-based refleclive practitioner research. This evolution occurred in the
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wriling style used by Danald Schdn from 1983 (Schan, 1983 & 1987). Moon
{1999} has developed notions regarding the function of reflective thought in
leaming from experience relating to thi..s:.com_:ept of rellective prac'lice..' She
further indicates _thai the de_sirab_iliw of the integration of re';g.a:cher‘s'_n_otes.
rel'[ecﬁons. and insigllfs with the em;iiricﬁl data from intérviewé with 'co]league's.
supewlsors ‘mentors, and clu:nts The msea.rl:h matenal can then be: a.na]ys:xl .

" using a reflective’ practluoner methodu]ngy s nngmally 1denl|[' ed by Schéin
(1983} Addltmna] semma] wurk in the reflective practmoner research appruach
was contnbuted by Outhwmte (1987}. espcmally methods thnt ailow researchers ot
co- rcsea:chers to give accounts of how they applied la'lowlcdge in their
workplaces. Such resea.rch"er.mb.urages p:irticipénlé to reflect on their:cxpericncr_:s
and then comment on what they believed he leaming from those experiences
contributed to, or hindered, organisationa! or personel agendas, for betler or worse
(Williams, 2001 Wnng& Williams 2002)

Similarly, Proclor {1993, p. 18]' swies that "reflective praciice is the process of
locking back in a critical way at what hes oceurred and using the resulls of this
process, together ‘with professmnal knowledgc, (both- technical and - ethical
aspectls), ta tackle new snuunons“ A.apects assuclatcd with Cniu:al theory, such
as empowermcnt ar cummumcatwe action or the distortion of these, have been
widely associated w;th rcl'lcctwe prachce and are oflen taken: to he the main
purpose of reflsction (Sr_nyt_h, 1989, ¥an Manen, 1997, 2000, Whitchead, 2002).

Williams (2000, -2002) elso similarly statés that in a rel'lecﬁvé proressiona'}
eduestion, the activities. of teaching oficn. need to be set in their historical,

political, theoretlcal and moral context, because rcmuval from these contexts can.
reduce reflective teaching into-a merely technical process, Reﬂcctmn is the
“active and militant” tool that can enable insighiful and practical coniextuaiiéal.ion
of knowledge {Smyth, 1989; Yen Manen, 1997, 2000). Wong and Williams
conctude that “technical-rational” education usually fails to provide the elements
necessary to enab.le researchér, teachers and ]enmefs to develop the knowledge,
skills, and heuristics needed to deal with the unpradictability and chaos found in
most real world issues (Wong & WllIlams 2002] '
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Employing reflective practice in analysing problems usually includes the study of
cognitive processes in some way. Accarding to Hamm (1989) and ¥an Manen
(1957), in order 1o salve problems, the practitioner needs to draw an both
analytical thought and the levels of hisher professional experience. Schin
suggesis that how reflective practitioners think about problem solving largely
depend upon not only on what type of problem is presented but alse how is it
presented. From this perspective, well-defined problems are generally resolved by
analylical, or ‘iechnical mtional’ problem solving techniques, whereas an ill-
defined problem require & form of reasoning that is far more intuitive. In
discussing dillerenl experience a researcher may hav.e in problem éulving,
Williams cited in Wang and Williams (2002} states:

Professional practitioners cperate as a form of practice-based
research and resource. While they may nat be doing professional
practice rescarch degrees aor papers, as Winter, Grilliths and
Green comment "there is a clear link with indusiry, professions,
and other workplaces, In addition, the focus on padicular
cantexis of practice means that the concepls of ‘reliable!, ‘useful’,
‘gacd’, and 'wise' are all tightly bound to the context in which
the practitioner is producing knowledge, A claim to practice-
based knowledge is an abvious example of a claim to knowledge -
which is conlext-bound, and in which the subjeclivity of the
producer of the knowledge cannot be eliminated, Thus, practice- -
based research is more than a way of bringing about cooperation
between higher cducation and ather sectars, and they are mare
than a manifestation of a bridge belween economic activities and
academic leaming"(p. 2).

Schén {1983,1987) distinguishes between 1wa reflective processes: (1) reflection-
on-action and, (2) reflection-in-action. Reflection-on-acifon refers to the form of
reflection that occurs afler action and relates, via verbalised or non-verbalised
thought, to the action that 1he practitioner has taken. In alher words, it describes
the process of reflection, which takes place alter the event where the practitioner
makes explicit and cvaluates the theories ol action used ta solve a problem. On
the other hand, reflectian-in-action occurs in assaciation with corrent action and
guides the process of action via knawledge in use, which is derived fom theory
(Schdn, 1983,1987; Hamm, 1989; Van Manen, 1997; Moon, 1999).
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Thus, in this context, the interaction of "lived" experience through refllective
practice can be seen as the "reflective cognitive model” (Van Manen, 1397, Moon,
1999}, In Chapter Five, 1 describe the {:bncept of rellexive professional practice

and it‘s'role in develuping critical thinking in i:ifonnalio_n systems research -

AN lNITlAL SELF REFLECTIVE PRACTITIONER DIALOGUE
" RELATING TO ETHICS

Ifeht compé]lcd, early on in Ihfs thesis, to address the crucial issues of elh_ibs both
in research practice and in professional consulting practice. In this section, .I
present a dialogue I used to wrestle with the implications of corporate moral and
ethical issues th_rough cooperative stratepies of managing tacil knowledge. I thus
endeavoured to re-evaluate and re-understand my carcer es a professional
practitioner-consultant for Organisations A, B and C over the preﬁcus four years,
-but especially the way I had altered my insights cohcernii'_lg my being an

instrument of corporate policy and organisational knowledge.

The semi-fictional conversation in the follo_\#ing section- is based upon an ‘actual
self-reflective dialogue spanning about two years cohceming my impressions of
'sharing tacit knowledge among my ex-colleagues and the pursuit of moral issues
in achieving corporate conscience. It represents a t;nllaclion of thoughis and
notions that descnbc and project the dlrecuon of my journey and can, therefore, be
considered as an heuristic inquiry (Tesch, 1990; Moustakas, 1990_ 1994; Maxwell,

1992; Van Manen, 1997, . '

Time for Some Resolutionary Thinking: Can organisational tacit knowledge
be viewed as an invisille hand that has a pntentlal to transform corporation
to have a conscience?

Resolutioniary thinking isatemm empluyed by Duczynski (2001}, in his reflective
pmctiiioncf doctoral thesis, to describe his pméess of resolving defence foree
issues (hrough integrating communicative action with r_cvblutionary ideas in group
: dialﬁgues. 1 extend his notions by pr_esénting'lhc reflexive rcvolutiﬁnm'y issues
that emerge throuph the éritical rellection of my personal worldview {Taylor. &
Williams, 1993; Williams, 1996; ¥an Manen, 1597, .Duczynski. 2001; Whitehead,
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2002). I use the following quntanon from Chrysslde.s et a] (1993) 85 an

eplslemo]ogy referent for my resulutmnary thinking pr:lcuce.

As individuals we can exercise what influence. we may have as
-citizens, James Weston said, "bnt for a corporation te attempt to
exert any kind of economic compulsion to achieve'a palicular

_end in a.social area seems to me o be duite beyond. what- a.
corporation should do end quite beyond what a corporanon can

" do. 1 believe that while govemment may seek to compel social
reforms, any attempt by & private orgamsahon like Sonthem -
Steel Company (SSC) to impaose its views, ils beliefs, and its will -
upen the community would be repupmant to' our “American
constitntional concepts and thaf appropriate steps (o corrcet this
abuse of corporate power wonld be universally demanded by
public opinion. {Adapted from Goodpaster & Matthews, citedin
Chryssides & Kaler, 1993, p. 266)

From the above quotation, Weston’s werds echo with the need far. social justice,
and his theme might be eﬁvi_mnmenta] profection, product safety, marketing
practice, or intemnational bﬁbery His statement for the American Scuihem Steel
Company raises the important issues of corporate responm‘mlliy That is, can a

corporation have a conscience?

In wew of the above, I believe that peoples res;:ons:bllmcs go beyond. those of
corporations. As mentioned by Goadpaster et gl, (1993 P 267), “peaple’ ought lo
care not only about themselves but also.the well being of those around them, and
ought not only to care but also to act in 2 manner that fosters mutual benefits for
all.”

- In addition, history records that orgc;lnisat_idns arc..creatures of the ecﬁnurﬁic.
' incentive and political sanction systems that provide them the reality in which they
. c}.lst (Goodpaster et al,- 1993). Therefore, it is réﬁsonable o expect that they
shouId display the sa.me moral aliribntes (hat we expect of persons (Chryssides &
Kaler, 1993, p, 266) The publ]c demands cerlaln moral obligations and
remunsnblhtms from corporatlons, and I bcheve we are entering-a new phase in

their dlsplay by both the busmess and po]mcal spheres of influence.
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In spite of this serious suggestion, John Ladd {Goodpaster & Matthews cited in
Chryssides & Kaler, 1993, p. 266) states; “We cannot and must niot expect formal
organisations, or their representatives acting in their official capacities, to be
honesi, courageous, considerale, sympathetic, or to have any kind of moral
integrity.”

Docs this represent a new form of brganisation that we really want? Are we
allowing our cxecutives to develop barriers 10 the development of business ethics
that allows inquiry and uses this as a practical force in their decision making?
Will these newldevelopmcnls allow us to express that corporations should have a
conscience? Is this something I must coneern mysel[? Must we then re-examine
our values to examine whether or not corporations should be no more, and no less,

monally responsible {rational, self-interested, altruistic) than ordinary persons?

This section aims to address these questions, but in a novel way, Firstly, as
mentioned by McWhinney (1992, p.120} “revolutionary thinking refers to the
province of those who felt themselves powerful enough to make changes in the
allairs of man.” I felt a nced, as inherent in the ethical imperative interwoven in
the research, to look inte these maliers through revolulionary and resolutionary

thinking as a form of problem solviug.
A NEED TO LOOK FURTHER AHEAD

A morelity is a normative system in which judgments are made,
more or less consciously, Jout of a] consideration of the ellects
of actions...on the lives of persons...including the lives of
persons... including the lives of others besides the person
acting.... David Hume took a similar position when he argued
ihatl what speaks in 2 moral judgement is a kind of sympathy...
A lJittle time later Kant put the matler somewhat better by
charcterising morality as the business of respecting persons as
ends and not as mcans or as a thing....” (adapted from
Frankena Williams, cited in Chryssides and Kaler, 1993, p,
267). :

The above quotalion reviews cerlain moral responsibilitics that 1 felt compelled to
address more fully in the rescarch. According to Chryssides and Kaler (1993, p.
267), the cthical responsibility of individuals involved with unelhical activities
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includes at least three things-- someone is to blame ‘something has to be done, or
some kind of lrustwonhmess can be expected ' '

- The above discussion atternpls to recognise that erga.msauonal tac1t knowledge
- and the rnoral responsnblllty of mdmduals are parl of the process ef bulldmg a
corporate censmence It attcmpts to understand hew stafl of an ergamsatmn
through their parlicipation in- the shanng of tacit knew]edge, can provide
themselves with greater personal meaning.  These meanings, be]lefs. and
intentions can help them to establish their social action in the process of‘ bulldlng )

corporate conscience. -

The above quote led me fo think about another imeoﬂant issue: can motal issues
(largely orﬁanisationa_] 'taeit_ knowledge) be ievolve_d in the process of building a
corporation’s conscience? .Self-reﬂcction ii1 'a dialogue using self- rej:roneh (sec
McWhinney, 1992' Van Manen, 1997; Duczynskl. 2001), allowed me to
persenally examine the adepul:m ef orgnmsanena] tacit: knowledge as part of the

process of ensuring corporations having a conscience

1 earhe to a tentative conclusion that ethical prin'cip].es ca.n .b_e eeneeptualised under

the term 1 refer 1o as responsibifity. From Chryssides and Kaler's (1993, p, 268)

_ perspectives, responsibi]iﬁe_s mean “_rﬁle foi]ewing. and can lead to cantexts where
individuals are subject to externally i.mp_esed-ner'm's often associated with some
social role that people play.” For example, I_ﬁre.s'reught in school fo _reepect my
elders and 1o be a respenslble person. Other sp_eciﬁe' exarnpl_es_ are the
respensnbllmes of parents to children, of doctor 16 patients, of lawyers to clicnts,
of executives 1o company’s shareholders, and of eilizens to the law of the land,
Assuch, I sa); that individuals are responsible if they n.re'trustwerlhy _a.nd reliable.
However, 1 notice that 1 seem te hesitate in characlerising a person as ‘morally
responsible’ as this may secm rather subjee'lliﬁe. {Chryssides & Kaler’s, 1993: p.
269). Should [ takca mement to consider my notion of subjectivity? In doing so,
1 must consider \_#rhethef my worldview is consistent with my inner values, for
here resides a great potentiad for ethical developi'nent bo.t'h ag g researcher and asa
professional practitioner (ch Manen, 1997;: Duczynskl 2001) In thls Ilghl.. I
undertook the following selF-refleclive personal dJa]egue '
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THE BEGINNINGS OF OBSERVANCE AND SELF-REFLECTION

This research altempts 1o explain the reasons behind my adoption ef Habermas’
critical social theory as the underlying philosophy for my thesis. The world of
self-reflection and heuristic inguiry embodied within 1he following dialogue may
seem strange to some people, as will perhaps my writing style. However, as with
other some other reflective praciitioner scholers (Moustakas, 1530; Tesch, 1950;
Maxwell, 1592; Denzin, 1994; Clandinin & Connelly, 1994; Ballantyne & Packer,
1995; Clegg, 1996; Van Manen, 1997, 2000; Whitchead, 2002), I have come to
the conclusicn that such approaches are necessary for me to maintain the depth
~ and richness of the exchange as 2 vocalised explanation of purpose.

To protecl my ex-colleagues, and in a similar fashion that Williems (1996} used in
his doctoral thesis (and drawing courage from his pioneering work), I use the
names Thales, Plato, Sophia, and myself for the padicipants. Thales (around sixth
century BC)) was “one of the Seven Wise Men of ancient Greece," and Plato
{around 500 BC.)), wes a founding and major philosopher of the Western
philosophical tradition. Sophia, refers to the Greek word for Wisdom
(Encyclopaedia of Greek Mythology, 2002). These participants from mythology
and philosophy take on roles and conflicting views to enable me to heuristically
and sel-reflectively explore what I consider to be major elements of the research,

as well as enriching the research story (Clandinin and Connelly, 1994).
CONCERNING A RE-ORIENTATION OF THOUGHT AND ACTION

THALES: *“Iwould like to know about your view regarding the ethical
responsibility of corporations. Why are you more interested in applying
ethical conceplts to actors, such as corporations, who are not persons, but

who are instead made up of persons? Is it advisable to do s0?”
EDDIE: “Well, if a group can act like a person in some ways, then [

can expect it to behave like a person in other ways. I know that groups of

people make up an orpanisation, and these people are able to act as a unit.
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Beside, legally a corporation Is consiclered a presumably responsible unit.
To say that a person acts responsibly, that is, one whe is able to tum
m.forrnahon into effective dee:smn-makmg ina real- orld sﬂ-uahon, then I
would not’ see why orgamsancns could. not ‘use sueh mformahon to
. produce productive and responslble outcomes m its day-to—day activities.
My framework of reference for thinking about corporate responmbllll‘y is
sourced from the processes associated with the ethical respomt_bl_ht_[es ‘of

individuals and their projections of these prc'cesses onto the orgar\isetion."

SOPHIA:  “So you are saying that ethical considerations such as justice

in the community can be used as a model for ethics for the individual?”

EDDIE: ~ “When! iook at cotporations that monitor their employment
practices, [ expect them to dernun'stra_tethe same kind of .ra'ﬁor'lality and
respect that ethically resi:lensible iﬁdiuiduals _de. 1 see the differencee in
ethical responsibility among corporations in much the same way that I see
differences among persons For example, as mentioned by Chrysstdes and
" Kaler (1993, p. 268), corporahons have structured features into their
management incentive 5y5tems, board strucrureS, internal control systerns,
and research agendas that if pIaced into a person I would say that this-
person had_ self-control; mtegmy, and consmennoqsness. In this manner, 1
realise that there are some pare]Ie]s beﬁveen the moral responsibility -
dlsp]ayed by a person in much the same way that I expect to find stages of

development in orgamsatmna] character.”

PLATC:  "What would you say to the argument that we cannot hold a
corporation respensible i in the same manner as we do for an individual?
We can only hald 1nd1v:duals responsible. Corporahens are not persons
They are arhf_lm_al _units that _prev.rl_de investments towards the efficient

production of goode and services." _
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EDDIE: #1 am using'the analogy that corporation can be considered,
for some ethical purposes, as a person. Certain respects and features that
are normally atributed to persons might also be attributed - to
organisations that, of course, are uIt:rn.ately compused of persons “Are not
the goals, econorn:c values, or’ strategies ulhrnately created by an
organisation’s managers in a fundamentally similar manner to I;he way in
which persons create their mdmdual ar famlly goals, economic values, or -
" strategies, Why shuu]d we not consider the ethlcs of corparations in the
same way? As for holding corporations respormble, the recent collapse
and criminal prosecuhon.s of Enron in the US and HIH in Ausl‘ralla

suggests that socfety is now seriously Iooklng into these matters,”

SQPHIA: ©  “I agree with what you say, Corporate executives should
abide by the ethics that democratic socielies consider _'eipprc)priate for
citizens, What about the ethical aspects of an organisation's knowledge

management, especially regar.ding :ts I:.E_l(.:_il: knoWle_dgé_? .

EDDIE: ~ “As I have prevmusly mennoned, an orgamsahcnal tacit
: knowledge may . be. viewed as an: invisible hand that transforms
orgamsanonal decision rnakmg via an’ ethical. prolechon. That is,. ethlcs,
.responmblllty, and consclence ]argely res:de in the tar::t knowledge of the
orgamsahon In this ]:ght,. the suggeshon is that the mtegrahon of ethu:al
judgments with corporate strategy is possible and thls is -alive w:th
possibilities. Indeed, such an integration rngy be seen as prn_vldmg an
ethica.l direction for corpora'te den':ision-making. a syste:h, :though, that is
largely guided by. the tacit know]edge repos;tory of the corporahon, its
pe0ple

THALES: ~ “Iwould Jike to know How integrating tacit knowledge offers
a useful strategy for structuing - corparate responsibility. Are ethical

responsibilities at the level of the person in some sense richer than the
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ethical responsibilities on the level of the organisation as a whole? What
do you make of the suggestion that ethical (and dare ! also include the
adjective moral?) responsibility rests on the ethical stance of individuals in

the business world?”

EDDIE: “Studies of management (Alvesson et al, 1992a, 1992b;
McWhinney, 1992) have shown that the contrel of drgénisaﬁon.s rest in the
hands of managers, normal men and women. It is my cbservation, based
on my 12 years of corporate consulting that, surprisingly, an excess of
intellipent people does not necessarily make for an ovetly intelligent
organisation. | have observed that individual intelligence needs to be
structured and organised, and is thus well considered as an interactive
process involving problem diagnosis, action intervention, and reflective
learning. Ethical responsibilities are altributes that may manifest within
" organisations through communications cqncerning personal and social
meaning, purpose, orientation, values, geals, concepts, ideas, feeling, and
emotions. For example, the use of tacit knowledge could occur in group

discussion, human communicatien, human values and human purpose.”

SOPHIA: “Eddie, you have raised many interesting points regarding
organisational ethics, especially the role of tacit knowledge in laying
ethical foundations. In deing such, you have introduced a deep
philosophical and ethical dimension to this doctoral thesis. We will see

where it leads.”

EDDIE: “The very fact that I have introduced it and thus possibly
pointed to further research in the area of the influence of tacit knowledge
on organisational ethics is, in ikself, I contend, sufl‘ic.i..ent for inclusion in my
thesis. There is something more which [ am just beginning to crystallise in

my consciousness.”
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SOPHIA:  “Perhaps you are searching for the dialectical notion that you
yourself are dealing with the same core ethical concern in the writing of
your thesis, You have contended that tacit knowledge is foundationally
irmportant for organisation ethics, but do your realise that a similar notion

is important for your ethical position while conducting this research?

EDDIE: “Ah, so that is it, You lead me to realise that I, myself, have
set forth on a largely ethical (and, as a Christian influenced by Buddhism, |
would suggests, moral) journey to investigate the area of tacit knowledge
and knowledge management through a self-disciplined, rigorous (and
perhaps even virtuous) quest for knowledge in my doctoral research, On
this journey, T have an opportunity to show forth the importance of tacit
knowledge for knowledge management in the organisational sphere, but
also in the sphere of my own professional practice as an academic in your

own work.”

SOPHIA: “So you begin to realise. The very fact that you are writing
this dialogue, and thus making explicit some of the tacit knowledge, you
hold in your own knowledge repository, demonstrates your enacting of
the very concern you are researching. Are you not undergoing a quantum
ethical ]eép; becoming a truly a reflexive practitioner.now. You are
enacting, in the largely inner world of your own academic practice and
indeed your life in general, the very thesis of your research, which is that
value can come from making explicit that knowledge which is not explicit.
Part of this process is you allowing the wellsprings of the unconscious
(Taylor & Williams, 1993) to expiicate elements of your tacit knowledge

into consciousness.

EDDIE: “Ah, 1 see even more. The knowledge management inherent
in this thesis is made richer and more useful because of the largely tacit or

ungonscious knowledpe being made explicit in this very dialogue. Thus I
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am enacting the thesis of the research, partially be employing an
heuristically critical self-reflective approach. In this process of more
deeply investigating knowledge management we have been able to reveal
deeper insights about the explication of tacit knowledge in the context of
knowledge management systems. Moreover, I assert that I have been
better able to research to greater depth than using either positivist, or
interpretive, or critical, or even reflective practitioner research épproaches
by themselves. Ultimately, any research or theory épproaches which
ignore the realm of the tacit are inadequate to research this area involving

tacit knowledge.”

SOFHIA: “Can you go one step further Eddie. Can you realise that
you have begun this heuristic research method, of using dialague to make
explicit that which is tacit in your own research, by discussing the vital
area of ethics. You have not only interwoven the dialectic of your own
personal research ethics with the issue of tacit knowledge foundations for
organisational ethics. I assume you are to discuss the day-to-day ethical

issues to do with your conduct of the research at a later stage.
Eddie: *This I intend to do.”

Sophié: “There is more, if you can follow, You have actually, in the
process of writing your doctoral thesis, engaged in political action within
your .University faculty to ernpower and thus emancipate yourself from
oppression, This is the very crux 'aﬁd cempelling culminaticn of the

project of the Critical Theory School of philosophy.”

EDDIE: “Ahhhhhh, Are your referzring to the fact that I and my
doctoral supervisor felt compelled to make a stand, to act apainst our
previous what we considered to be undue interference in this research by

our previous University doctoral programme? We perceived that we were
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being subject to restriction of academic freedom coupled with harassment
and elements of abuse. Are you referring to making our stand we were

forced to move.”
SOPHIA:  "Yes, And yes to your second query as well.”

EDDIE: “Oh my inner wisdom. My delight! My inspiration! My
muse! Source of rhy genius! You lead me on and on and give me courage.
Will you be with me in this process which I feel is developing the character
and the moral fibre to use tacit knowledge in virtuous ways, and grow in
moral strength to use such knowledge. Are you to lead me even to further

quantum levels?

SOPHIA:  “There is one more level to which I will lead you Edward, if
you can follow, This will be revealed in your tentative epilogue. However,
for now, if Wittgenstein's 100 line doctoral thesis (1922) is any indication,
you have written enough to become a Doctor of Philosophy. As pessibly
one of the two greatest reflective practitioner of all ence quoted from the
inscription engraved onto the gateway to the Temple at Delphi: ‘Know
thyself' {Socrates as cited in Smyth, 1991),”

EDDIE: “But as perhaps an even g'réater person once said: “Let all be
done as according to custom” (Jesus as quoted in the Bible, John 14:15). So
1 will continue to write this thesis according to expected modes of
reflective practitioner research, with the additional inserts of these

dialogues with you and Thales and Plato.”

SCPHIA:  “Jung {1975) would suggest that I am but like Thales and
Plato, but one of the inner energies within your own psyche Eddie.
However, for now you must write clearly and carry through your

putpose. We all now act in unison.”
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EDDIE: “Well, my conclusion, and the main themne of this discussion
is to initiate this deeper dialogue between the inner world and outer
worlds, the tacit and the explicit, the unconscious and the conscious.
There is evidence that reflective practice expresses the thoughts and
reflections from a personal point of view (Jung, 1975; Williams, 1996; 2000,
2002). Whitehead (1996) states that engaging in reflective practice enables
us to understand batter, take full ownership of, and enhance the work that
we da, The value of a person’s reflection can be greatly enhanced by a
greater understanding of the processes that determine peoples’
involvement in the creation and application of knowledge about them and

about their worlds. In that light we continue.”

SUMMARY AND DISCUSSION

In this chapter, I have prepared the reader’s mind for the next three chaplers. 1
have provided an outline of this study that investigates the role of tacit knowledge
(hrough adoption and use of Web-based knowledge management systems. This
study explores reflective practitioner dimensions in establishing the roles of tacit
knowledge (Van Manen, 1997, 2000). In addition to the potential organisational
jmpact on business performance and competitiveness, this study also endeavours
1o contrbute to a knowledge sharing culture within the knowledge workers of
Orpmisations A, B, and C (and within this knowledge worker himsell).
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CHAPTER TWO: LITERATURE REVIEW

Knowledee mapping is one of the best early activities in knowledge management,
Much knowledge Is passed through informal netwarks, across networks and
communities of practice. You have te facilitate the fmrcifmrfng of these networks
if you want to manage knowledge, Once they are functioning well, you can apply

technology to ease the capture aud sharing of knowledge ocross a network,

Tom Davenpori & Larry Prusak Davenport et al (1998a, p. 10)

OYERVIEW OF THE CHAPTER

In This chapter, I endeavour to provide insights into a cheice of knowledge
management and frameworks for managing e:l(plicil knowledge, This chapter
reviews the literature perlaining to know]edge'in general, es in the quote
beginning this chapter, laxonomies of knowledge management, cooperative
strategies for understanding and managing knowledge iransfers, and knowledge
management processes in the contekt of organisational learning. This chapler also -
serves to develop insights, in the context of knowledge management and for a
general theory for this research, Also within this chapter, I provide material
showing the imporiance of my major research question “For managing
organisational and individual knowledge, what are the impacts of the adoption and
use of WebAccounting, in the conversion of tacit knowledge to explicit
knowledge?” I will also address the question of what I consider knowledpge
martagement is, and what it is not. I will leave detailed explanations regarding
successfll conversion of tacit knowledge to explicit knowledge via

WebAccounting, until Chapters Six and Seven,

The concept 'of treating organisational knowledge os a sirategic asset has been
popularised by leading management and organisation theorists {Brown et al, 1991,
p. 40; Davenporl et al, 1996, p. 54; Zack, 1999b, p. 46.). Zack (199%b, p. 47) state
that, "o remain competitive, an organisation must efficiently and effectively
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create, locale, capture, and share knowledge and experience and apply that
knowledge to solve problems and exploit opporlunities." Davenport and Prusak
(1998, p. 10.) assert that knowledge monagement requires the ability te capture
and manage organisational leaming. Knowledpe is a (luid mix of framed
experience, values, contextual information, and exper insight that provides a
framework for the evalualion and incorporation of new experjences and
information (Remenyi, 1999a). Sourced from within the mind of the knower,
knowledge originates and is presented to the knowledpe worker and then applied
to a problem during or afler the presentation of the problem. In organisations,
knowledge often becomes embedded not only in documents and their repositories
but also in organisational routines, processes, practices, and norms {Davenport &
Prusak, 1998a, p. 11). These authors further identify that elfective knowledge
management through explicating and leveraping tacit knowledge can provide
competitive benelits for an organisation. As a specific example, a leading online
stockbroking company it Westem Australia has created a new and now stendard
way to capture and share sales techniques ameng its market sepments, Zack
{199%b, p. 50) states that “by sharing tacit knowledge of how customers in
different market segments used a particular service, customer relation olficers in
each branch were expased 1o pattems and selling opporiunities they might not

have perceived on their own.”

THE INTERNET PHENOMENON AND KNOWLEDGE
MANAGEMENT

The collapsing of time and peopraphical boundaries was made possible by the
convergence of telecommunication and computer technologies {Rheingold, 1993).
Among the considered innovations thal were bom out of this convergence, the
Internet is the most influential of all, The Internet has provided humans with an
unprecedented, global many-to-many medium for the exchange of information
(Rheingold, 1993), Humans around the world are now able to broadcast their
isolated opinions and pain global responses from a diversified and intercsted
population (Hauben & Haubeu, 1997, p. 5). Such empowerment has presented us
with a variety of sources of information dealing with almost anyihing and
" everything. This immense information source has allowed consumers to become
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more sophisticated in their choices of goods and services, not just from a point of
sale situation, but from all relevant distribution points (Cffsey, 1597, p. 114}

Hauben & Hauben (1997, p. 5) argue that “since the liberstion of the
telecommunication policies and the commercialisation of the Lnternd, many
organisations now also have presence in the globzl market. Able to communicate
globally, organisations are now endowed with the ability to source for cheaper
rescurces,”  Organisations are also able to structure their operations more
effectively and efficiently. Expectations of substantial rewards through global
ventures emphasising minimising resource costs and the use of economies of scale
due to increascs in market size are now realisable (Haynes et al. 1998). However,
a considerable amount of marketing knowledge and experlise is also needed to
implement this aspect of their operations perhaps costing more than a repidly
expanding organisation expecis or can afford {(Hauben & Hauben, 1997, p. 5).

The global market is sharply diversified, with distinctive tastes and preferences
(Scnge, 1998), G]oba.[ human resources, however, are also remarkably different in
terms of their cultural and educational underpinning. Recognising these
differcnces and to be able to 1ap into local experise has become increasingly
important (Scnge, 1998, p. 15). Hence, the increasing saphislicaﬁun of consumers
(business-to-business and household-o-business} has also compounded the
mandatory status of high-quality knowledpe sources. It is no longer acceptable to
the marketplace to provide products and services that are only marginatly distinct
(Miller, 2000, p. 20), :

Several aulhoritalive authors (McMuster, 1995; Scarbrough, 195%a, 1999b;
Hauben & Hauben, '1997; Remenyi, 1999a; Miller, 2000) suggest that knowledgs
management is an extension of information systems management. This. is where
exchanges of business informatiou is through an IS network, that is, the electronic
exchange of information between scparate orgonisations, or between an
organisation and its customers, B2C (business to consumercustomer), or B2B
(busiuess to business), end this may be used to supporl successful
busingss/customer partnerships. In other words, kmowledge mahagm'nent appears

to be a tool by which an orgenisation’s core competencies may be focussed and
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developed, from soumces closely associated with Infranet/Intemet applications
{Remenyi, 1999a; Miller, 2000).

KNOWLEDGE MANAGEMENT ISSUES

The essence of success of an organisation lies .in its ability to channel and nurture
knowledge and knowledge workers (Angell, 1'998, p. 363). Orgnnisatiﬁns that can
master this art are able to operale under a condition of “increasing returns”
{(Anderla, 1997; Angell, 1998; Arhur, 1996, Pp. 100-101.) However, there ore

somne serious and apparent problems.

Importantly, everyone in a modem orpanisation i3 unique, with differences in
language, culture, identities, norms, values, principles, afliliations, characteristics,
social classes, edncalion, know-how and experience {(Neumann, 1997; Newman,
1997). In addition, continuous advancements in science and technology have
further intensified this complexity (Merry, 1995). Coping with this complexity
and managing the global brain (Maysr-Kress, 1993, p. 2) requires different and
very broad management skills. However, instead of improving monagement
skills, ignorance has often reigned. Managers have conveniently overlooked the
diversification of their workfbrees and dealt with them as if they were uniform,
standardised models, as are lieir income producing equipment (Mayer-kress,
1995, p. 3). Individual differences were eliminated with these inherited
assumplions and stereatyping {Scnge, 1998, p. 16). However, in order for
organisations (o operate globally, a diverse and original set of policies, some for
local use, some nniversally applied need to be identified (Newman, 1997; Senge,
1998). By involving management in the knowledge acquisition processes, new
insights to the development of such needed strategies are ailowed to evolve from
all sources (Mayer-Kress, 1995).

Another area where ignorance prevails is the very mature of knowledge,
knowledge workers, and knowledge menagement (Newman, 1997; Scarbrough,
1999b). To come up with clear definition for these {erms is almost impossible

since the background of the nsers of these terms defermines (heir meaning
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(Scarbrough, 1999b). However, this very mindsel perpelzales many of the
mistakes in knowlcdge management (Scarbrough, 1999b, p. 361).

For example and firstly, in many organisations, "knowledge manapement” is
merely a buzzword (Scarbrough, 1999b, p. j62). Hi-tech firms and seftware
companies are already cashiﬁg in on this ambiguily, by selling ofl-ihe-shelf
knowledge management packages that are foll of promise, but fail to maich the
expectations of (he purchaser (Newman, 1997, p. 124}

Secondly, -some organisations perceive that technology alone will control and
resolve their knowledge management questions and are investing heavily on
technologies like document rﬁanagcmcnt systems, workgroup system, workflow
tracking systems and data warchousing {Hildebrand, 1999, p. 12). Resolution of
- knowledge management problems is not a technology problem, as technology can
only augment good management policies and practices (Blake, 2000a, p. 25.).
Even then, this relies on the assumption thai knowledge is explicit and con be

readily packaged, transferred, reireved, objectively analysed and universally
- applied, However, there are Lhe questions concerning iacit knowledge, the
generative and crcalive part of knowledge, which pose far grealer management
challenges. Tacit knowledpe issues are dillicult because this knowledge links
direcily 1o peeple and peoﬁle are the only iruc knowledge assets in any
organisalion. However, pusi.tivc results can be exceplionally valuable 10 all
cancemed (Blake, 2000a, p. 26). O, as Churchman (1971) puts i,

To conceive of knowledge as a collection of information stems to rob
the concepl of all its life,... Knowledge resides in the user and not in
the collection, It is how the user reacts to a colleclion of information
that matters, (p. 10.}

Thirdly, 1ﬁesc ambiguitics concemning knowledge management may also deler the
development of knowledge management {Alter, 2000, p. 33). In a recenl survey
of 158 of the Fortune 1000 companics; abdqt B0% of them had a knowledge
managemenlt j:rogrnmmc, but only half of them have knowlcdgc'rnanagement stall

and only 13% pained pro-active support from the top management (Alter, 2000, p.
i PR P
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33). Apparently, the “concept of knowledge is not credible in the boardroom.”
(Tafl, 2000, p. 59)

KNOWLEDGE MANAGEMENT AND MANAGEMENT COhiTROL.

Another problem lies in the traditional management struciures that bind the
organisation together (Nonaka, 1998). Traditional management struclures were
built on the foundations of scientific rationality, which offers the tenets of cause
and effect, with caleulated predicability and in the case of knowledge
management, controllability {Scarbraugh, 1999b, p. 359; Merry, 1995, in Chapler
d; Stacey, 1996, p. 8; Lewin, 1998; Nonaka, 1998; Tetenbaum, 1998, p. 21; Wah,
1998, p. 25; Mycek, 1999.; Zimmerman, 1999, p. 44). 'This resulted in, the
apparent ability to control the envirenment in a predictable manner and gave the
illusion of power: the power, that is, to manipulale other individuals and where
applicable the power to achicve personal sclfish apendas (Merry, 1995;
Scarbrough, 1999b, p. 359),

With the onsel of the information era, the evolution of the deceutrulised model of
organisational struclure and function commanded a dramalic . change in
management spproaches, Power, leadership and formation, all are now being
questioned {Men.lo ct al 1992, p. 24,). Inmany céscs, to sup.port these approaches,
cultivaiing leadership in others flattened hierarchical p.dwcr structures.  In
addition, diversified and awlonomous teams replaced fiomogencous  and
controllable teams, However, in spite of all of this, it appears thal the influence of
the old management model is still with us (Mento et al 1992, p. 25,), Power
struggles within the lateral structures emerged. Management and intﬁmst groups
that contro! information controt power as "knowledge is power," (Filzsimmons,
2000, p. 16), also there is often an assumplion that the higher one’s seniority, the
more knowledge one has acquired (Kanter, 2000, p. 15). As control of
information on a need-to-know basis seems 1o be crucial to the sustainability of
management struclures (Zimmerman, 1999, p. 46), knowledge, and information
hoarding belween and within departments, teams, and employees is a common

organisational phenomenon, This allows management embedding of idcology and
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information into knowledge to achieve personal goals and added power, and is &

frequent organisational practice.

On the other hand, management controls not only have negative ¢lTects on the
internalising of knowledge; they alsa have negative eflects on the organisation’s
knowledge generation and creativity processes. Knowledge management, even if
implemented, tends to be overly structured or overly restrictive es. regulatory
management styles inevitably stifle creativity (Blazzard & Hnsenauer, 2000, p.
22).

To management’s genera! surprise, crealivity has a tendency to emerge beyond
strategic planning and often without the knowledge and support of management
(Miller, 2000, p. 20). However, if management were to impose a certain struclure
into the creative process, management then becomes the creative gatekecper,
(Berbacki, 2000, p. 20) and contributions from inﬁpired cmployees can be
hindered s there are (oo many bureaucratic restrictions that the employee has to
overcome in order to present an idea 10 senior management. Employees are also
fearful of speaking ond sharing with ri-mnagement. fearful of the substantiation to
their ideas, and fearful of the organisational implications if an idea fails (Kanter,
2000, p. 16). The requirements for creativity are simple but not always prescnt

even in the lacgest organisations,

Having identified some of the knowledge management and management conlrol
issues in an organisational context, the relationship of the Intemet Phenomenon
with knowledge management, the following sections describe some strategies for

development of knowlcdge exchanges.
TAXONOMY OF KNOWLEDGE MANAG.EMENT

Knowledge is commonly distinguished from data and information (Remenyi,
1999b), Although data represents ‘raw’ observations or facts, and are therelore
not dircelly meaningful, data that can be manipulaled into information.
Information is the produet of placing dala within some meaningful coniext
{Remenyi, 1999b, Pp. 146-148).
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One authoritative auther in the field of knowledge management, Zack (1995b, p.
47) describes “knowledge is that which we come to believe and value based on
meaningfil organised accumulation of information through experience,
communication and inference. Knowledge can be viewed both as something to be
stored ans! n: aipulated and as a process of simultancously knowing and acting -

that is, applying expertise.” (p. 48)

Knowledge ean be explicit or tacit (Nonaka, 1998; Remenyi, 19992). Explicit
knowledge is knowledge that can be precisely and formally articulated, codified,
documented, transferred and shared, Tacit knowledge on the other hanw, is highly
organisation-specific and resides within individuals and their social interactions
within the organisation (Remenyi, 1999a). Tacit knowledge is undersiood
subconsciously and applied, difficult lo ariculate, and develops from direct

experience and action {Zack, 1999, p. 47).

The essential concern for organisations then becomes how to manage and then
distribute both the tacit and explicit knowledge (Nonaka et al, 1994, p. 14). The
basic elemenis of knowledge management, specifically the management of
explicit knowledge, would include accessing, evaluating, managing, organising,
ﬁ]lfn’ng and distributing information in 2 manner that is useful to recipienis
(Remenyi, 1999h, p. 150)." Zack {1999a) argues that tacit knowledge manzgement
would aiso require a mechanism to understand and explain facit knowledge to
allow meapingful sharing and application. However, ekplnnations of tacit
knowledge are also an area that is becoming more. complex and less easily
understood (Malhotra, 2000, p. 5).

INDIVIDUAL’S INFORMATION AND KNOWLEDGE.

Henry Mintzberg, a leading thinker in managing knowledpe, suggesis that the
distinction between - knowledge, information, and data as: “How much does
anyone who reads and writes on picces of paper l;cally know? WNot much, I
suspect, because there is anather kind of knowing, fe, information rich in detail

and colour, beyond what can be quantified and aggregated; the will of 2 customer,
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the mood of the factory, the intricacies of a technology change, etc.... Soil
information js 8 manager’s power-- senior mangers are the: best-informed people
in an organisation, It can alse be a prison” (Mintzberg cited in The Impact
Programme, 1998, p. 61). He furlhers relates that sofl information is diflicull to
arliculate and time-consuming to share, but unless it is shared, most tasks are
impossible 1o delegate (Minlzberg cited in The Impact Programme, 1998, p. 62;
Mintzberg & Weslley, 2001).

Knowledge represents a split between information, facts, numbers and words 1hat
Mintzberg refers to as “hard," while he refers to undermstanding as “sofl.”
(Mintzberg et al, 2001). He then further postulates that knowledge is split again
between formulated (wrilten down in whatever medium) and tacit {in people’s
heads} information. All hard knowledge is explicit and formulated, although
understanding {sofl knowledge) is mostly tacit, sometimes, though, it will
probably be formulated. Figure 2.1 deseribes the distinction between an

individual’s information and his or her knowledge,

a—y

Drata

: Olhers
> KNOWLEDGE | | Knowledge
P Explicit - Tacit shore
Information knowledpe . knowln]ge ] ]
Und ling, shills
£ ) {ence, value] \ . Busines
|- Exploit Objectives

Figure2.i: Mag of the persanal Knowledge Domain {(Adapted from The Impact Programme 1998) |

Figure 2.f.  Map of personal knowledge domain.

An organisation's knowledge, as distinet from an individval's, is similar in
principle, bul an organisation’s knowledge assels are more widely dispersed and
probably not too well cocrdinated (WNonaka, 1998). An organisation’s tacit
knowledge resides in the heads of many infelligent and aware people, with

allowances for difTerences of opinion end inlerpretation (Mintzberg & Westley,
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2001).  Similarly, an organisation's explicit knowledge resides on many
documents {paper and electronic), which also may not all apree. Neveriheless,
this array of people and documents can be thought of es the “company intcllectuat
assets,” and may be exploited to achieve the company's business objectives
{Minizberg cited in The Impact Programme, 1998, p. 62).

As argued by Nonaka et al (1994, p. 15), creating knowlcdge is a process af
providing cbjective information by explaining the tacit knowledge base, which is
ollen subjective insights, intuliions, hunches of individuals who daily deal with
problems needing solutions. Table 2.1 illustrates how the operation of sharing and

transfarmation relate to explicit and tacit knowledge: how each is shared, and how

either one can be transformed into the ofher,

C Trans frmation Tolacht .. . o “Toligplieir -

From tacit Transform:
Personal interaction Formalisation
{Social processes, | (Documentation,
Training) Electronic memory)
From Explicit Transform: Share:Imegration
Intemnalisation
{Praclising, Learning)

Table 2.1, A table showing knowledpe transformation and
sharing (Adapted from The [mpact Programme, 1998, p. 62.}

EXPLICATING KNOWLEDGE

Nonaka (1994), Grant (1996), and Zack (1999b, p. 47) assert that eflective
performance and growth in knowledge-intensive organisations requires inteprating
and sharing distributed knowledge. By zllowing others to add vicariously to their
experience base, an efficient and approprate transformation of ‘shared taeit
knowledge to a shared knowledge base is the result. Nonaka {1994) and Zack
{199%a, 1950b) suggest thal explicit knowledge is playing an increasingly larger
rele in organisations as it is more precisely and formally articulated and easier to
retrieve electronically and cen then be applicd 10 solving problems and exploiting
opporiunities that “are on the table” awaiti.ng resolution. In contrast, tagit

knowledge is subconsciously understood and applicd, dillicult {o articulate,
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developed from direct experience and action, and usually shared through highly
interactive conversation, storytelling, and experience (Brown et 2], 1991, p. 40;
Davenpert et al, 1996, p. 54; Zack, 1999b, p, 46), There are other forms of tacit

knowledge easily converted into explicit knowledge identified here:

1, Declarative knowledge is about describing someihing. A shared,
explicit understanding of concepts, calegories, and descriptors (hat
lays the foundation for ellective communication and knowledge

sharing in organisations.

2. Procedural knowledge is aboutl the performance or occurrence of
something. Shared explicit procedursl knowledge lays a foundation

for efficicntly coordinated action in organisations.

3. Causal know]edge is about why something occurs. Shared explicit
causal knowledge {eg. in the form of organisatiunﬁl slorics) cnables
organisations to coordinate strategics for achieving poals (adapted
from Zack, 19950, p. 46.).

KNOWLEDGE MANAGEMENT ARCHITECTURE

According, 1o Meyer and Zack (1996, p. 46), a model based upon a knowledge
architecture framework is necded in order to manage the transformation of tacit
knowledge into explicit knowledge. Meyer and Zack (1996, p. 47) claim that

knowledpe architecture utilises four primary resources, They are:

1. Repositories of explicit inowledge (fnowledge repositories platform}.

2. Refineries for accumulating, refining, managing, and distributing the
knowledge (knowledge refineries platform). .

3. Inyformation technologies to support the repositories and processes
(Tecimology infrastrucire piatfarm).

4. Organisation reoles o execwte and mawage the refining  process
(Organisational Infrostructure platform) (source: Meyer & Zack, 1996, p.
47
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Technology Infrestruciure

- Organisntmnul Infrastructure
Figure 2 F3 Archileclure of Knowledge Products [Meyer & Zack, 1898)

Fignre 2,2, A diagram displaces the architecture of knowledge praducs.

PROPOSED THEORETICAL MODEL IN MANAGING EXPLICIT
KNOWLEDGE

In this seetion, I discuss a review of past empirical research by Meyer & Zack
{1996), and Zack (1999b) in managing explicit knowledge. Their mﬁdel of
architcctural of knowledge framework {Fig.2.2) was used o research two US
based companies in managing explicit knowledge. These two companics were: -

1. Technology Research Inc, @ leading international provider of markel
information and industry analysis to information technology vendors, and;
2, Buckman Laboratories, a $300 million intemnational specially chemical
. company with more than 1,200 employees operating in more than 80 counlrics
and is a recognised leader in knowledge management fséurce: Zack, 1995h, p,
50).

Zack {1999b, p. 48) claims that knowledge refinery plntfurrns comprise five

stapes. There arc:

1. Acquisiton, This refers to an arfam'mffan that either creates
Informorion and knowledge or acquives it from various internal and
external sources. _

2. Refinement. Before odding captured knowledge ta a repositery, an

organisation subjects it to several value-odding processes (refining),
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swch as cleansing, lnbelfing, indexing, soriing, abstracting,
standardising, integrating, and re-categorising.

3. Storage and retrieval. This stage bridges upsiream repository
creation and the downstrean kiowledge distribution,

4. Distribution. This stage coniprises t.he mechanisms  an
orgonisation uses to make reposifory content aceessible io ifs
users.

3. Presentation. The context in which an orgmrisaﬁan. uses

knowledge to influence its values (source: Zack, 19996, p. 48).

As mentioned by Zack (1559b, p. 49), the processes of acquisition, refinement,
and storape of knowledge would create and updale the knowledge platform. On
the other hand, the processes of retrieval, distribution, end presentation would give

various views of that knowlcdge {p. 50).

Knowledge reposilory platform consists of iwo components: (1) The Knowledge
Platform and, (2) The Knowledge View. According to Zack (1999b, p. 49), *
...a knowledge platform provides the context for interpreting knowlcdge content.
These interpretations may derive many views of that content and each view may

vary dopending on the type of explicit knowledge being stored.”

For successful knowledge management, the information ilechnology plalform
enables knowledpge communication to build a shared imterpretive context for an
organisation (Meyer & Zack, 1996; Zack 1999b). An cffective interpretive
context allows stafl to communicate with a ml;nimum of misunderstanding. For
cxample, Zack (1999b) suggest that the World Wide Web wilh GroupWare
applications allow companics to build a multimedia repository for rich and explicit
knowledpe, By using such a facilily, communicators may share their similar
knowledge, backprounds, and experiences among themselves (Zack, 1999b, p.
51

The following scction discusses the two classes of knowledge management
applications: integrative and interactive. This means that an organisation <an

segment i1s knowledge processing into integrative and interactive. Each of these
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applications addresses difTerent knowledpe management objectives, and enables
an interaction with tacit knowledge (Meyer & Zack, 1996; Zack 1999h),

INTEGRATIVE KNOWLEDGE APPLICATION

Meyer & Zack (1996) and Zack (1999) state (hal inlegrative applicalions enable
communicatars to interact with each other, to request and subsequently retrieve
specific information from each other. As for Organisation A, the WebAccounting
Forum facilitates the knowledge pracesses of iwo broad classes of knowledge
managemenl. Firstly, the direcl and emergent exchange of knowledge through the
interactive aspeet of the Forum knowledge architecture, Secondly, the Forum's

ability to support the refining, archiving, and recording of knowledge exchanges

for future use (sec fig 2.3).

Org A's Knowledge Repository Platform

1.Acqulre stage 5, Presentatlon stage
Custoters pacments Help anlence camprechends and
& peplies retains information via
WebLegacy Application iz 1 .5opi¢ conlenisd. author conteats
i d via Intemnet,
Intranct, and Extranet
Tnteractive aspect uf the 4, Disiribution|siage
Forum knowledge Delivery the conwey ol intended
2.Hefine stage rchitestore message
~Index by contenits Retin Mfmmilon
-revicw, edit &
redevelngneni

1, Storage slage . J

-Slorage process of nowledge
modules for fowsre uee

Figure 2.3, An example of integretive aspect of the knowledge management
architecture model, (Adapted from Meyer and Zack, 1996, p. 47).
For exampte, with the interactive WebAccounting technology, the users may
communicate through the Forum with their audience by means of a presentation
thal i3 an active, exciting cxpcrienl:e.. This also allows the user to interact with

other sofiwarz or communications technologies, such as the Internet, Intranet, and
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Extranet to gather or process information. These processes are par of an

integrative aspect of the knowledge management architecture model.
INTERACTIVE APPLICATIONS

Interaclive applications provide a template 1o support both (he sharng of tacil
knowledge and its inleraction ﬁmong people. Initially, the acquisition invelves (he
collecting, evaluating, and interpreting research reporls among - intemal and
extemal analysts. That is, this data collaboration would cause people to
communicate among themselves as well as sharing their tacil knowledge through
their collaboralive discussions in a virlval discussion platform (Zack, 1959,
1999b). For example, Forum may serve as  tool for an employee in the sales line

lo interacl with other sales stafl lo see the correct sales practice or an office

cmployee can review an office procedure through his or her desklop computer
(Zack, 1999h, p. 48).

Org B’s Knowledge Repository Platform

LAcqulsation stage
-Customers cammenis,
replics, lelephone calts
and surveys

5. Presentatlon siage

-Help audicice comprehends and
retalas infarmation via

I.topic contents!, auther contents

WebLcgacy Application
is interacted via

4, Distribution :Jnge

Delivery the convey of intended
TRefinery stage message v posting & retain
-Analyse, interprel information
the research repart

3. Storage slage J
-Storage of kngwledge far futuse

use through index & ¢oding

Figure 2,4, An example of interactive aspect of the knowledge management
architecture model. (Adapted from Meyer and Zack. 1996, p 47)

76



In discussing the case of organisational infrastructure processes of integrative
applications, Meyer and Zack (1996, p; 47) point out the following stages need to
be followed:

1) The acquisition stage requires recruiters and féci]itators to
' encourage participation. in forums so that those with appropriate

expertise may willingly conirbute.  Activities are posting
comments and replies from customers.

2} These communicators (facilitators & customers) are often
involved in the refining siage. Activities include index by topic,
author, date, and by data thread,

3) The storing stage involves moderate threaded discussions.

4) The distﬁhutiun slage requires information systems teams. Activity
includes post on-line. .

5) The presentalion stage should ideally involve both customers and
facilitators (Meyers and Zack, 1996, Pp. 47-48).

ROLE OF INF‘ORMATION TECHNOLOGY PROCESSES

Zwass (1998) identifies that knowledge management refers to the development
and operation of operational methods, procedures, and information systems used
to collect and share the knowledge of the members of the organisation (p. 47).
For example, knowledge management helps to elaborate and disseminate external
knowledge, and to bring this knowledge to bear on problems and opporitmities for

the organisations conuerned.

Zack (1996, p. 48) msserts that knowledge management also oddresses the
competitiveness. of an organisation’s knowledge base, As a specific example, an
organisation must consider the quality and sirategic value of its knowledge
relative to its competitors. Where the bulk of an orpanisation’s knowledge is
common and basic, that knowledge will provide lower compctitivé advantage

value than if the organisation®s knowledge is unique and innovative.
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Below are examples from The IMPACT Programme report {1998, p. 63) that have
been associaled wilh knowledge transformation and how they may be relevant to

knowledge management,

Examples

- The IMPACT Program (1998) describes a gambling organisation, in the volatile
betting market where the amount of money staked sometimes bears little
resemblance 1o the odds being offered. Tacit knowledge {nnwritten rules) is oflen
gpplied in judging whether a financial exposure exits or not. Exp]icit knowledge
conceming of “know-how," “know-whal” and "know-who™ is imporiant in the
decision-making process. Elements incinding trainers, jockeys, horses, etc
frequently influence the ncceﬁsary close-call decisions. This requires a ‘nose’ for
knowledge monagement. The above example suppors the Zack (1996), Brown et
al {1991} and Davenponrl et al (1596) concepts of knowledge management where
tacit knowledge is of pamamount imporiance; as people are the only lrue

knowledge assets in any organisation.

According to Quinn, Anderson and Finkelstein (1996, Pp. 7-10), there are four

distinctions belween types of knowledge. There are;

1) Know-what relates to (he discipline of knowledge through training
(declarative knowledge) _

2) Knnw-how.refers fo the ability to apply to complex real problems
{procedural knowledge)

3) Know-why relales to the deep knowledge of cause and effect (mental
models) .

4) Care-why refers to (he will, motivation and adaptability. .

Hence, in order to tansform tacit knowledge into explicit knowledge, the

following procedures need to be follawed:
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The IMPACT Propramme (1998, Pp. 67-68) describes that there are five
procedures to determine the kmowledge that an organisalion nceds to has and

requires, both tacit and explicit, There are as follows:

1) the core skills and knowledge for the business;” _

2y those skills and knowledge most ellectively built up in-house, anﬂ which
coniracted out; . '

3) the current market and the trends that will affect future markets involving
demographic trends end socio-economic forecasls;

4} the competencies required of employees to perform their work and;

5} the core values of brands.

The IMPACT Programme (1998, Pp. 67-6B) describes that there are three
procedures to determine the knowledge that an organisation needs to be classified
and recorded which involves compiling a knowledge register, There are as

{ollows: _'

1} Where does key knowledge resides?
2} Who should have aceess to it

3} Whois responsib]e for accutacy and security? |

The register should include tacit as well as explicit knowledge. Who knows about
what, whom needs to know, and used as an indication of the imporiance of the
knowledge to the drganisation and tisks attached?

The IMPACT Programme (1.998, Pp. 67-68) describes that there are eight
procedures to determine the commutiicating knowledge within the organisation,

There are:
1) There should Mentoring — fo pass tacit knowledge from experiences stall’

fo Lrainees;

2} Encouraging personal networking;
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3)' Pairing an emplcycc with an external consultant; thls is mcrcasmgly
lmporl:ml as the rapld rale of changc mnkcs lt foo expcnswe to develop
knowledg,c in- house, o

4} Bclng seen 10 value lndmduals knowledge and skllls (pamcularly

dlITu:ult mavmual cnv:mnmcnt), ' : )

5) Rcwardlng knowlcdgc shanng Wllhlﬂ the orgamsahon, .

6) Encauragmg staff o contnhutc {o cxpcrl publlcatmns, ussnslmg new
employees to import their knowlod;,e inta the orgarusatldn

7) Using exil interviews and’ succession planning to refain knowlcdgc when
someone leaves, _ _ - o

(The [M'PAC.T ngr:uﬁ.mc, 1998,_ Pp. 64-65)

COOPERATIVE STRATEG[ES FOR IJN DERSTAND]NG AND
MANAGING KNOWLEDGE

In this section, the. {iterature of co'dpcralive slmtegie§ foi-'undcrstdnding and
mnnagmb Lnuwledge ransfer is d|scusscd and annlysed {Aadnc, Krogh & Roos,
1996; Krogh, 1998, Pp ]33 133]

Amid lhc 1run5|txon l'rom the mduslry ern lo thc mformaunn era, orgamsatlons are
f‘acmg 1hc problem of keepmg n pacc wlth 1echno|ogy {Krugh, 1998 p. 133). A_
changlng busmcss cnwronrnent and u'n:rcase in SOphisucauon of consumcr
markels forces orgamsauons 1o rerlect on thc sustamabllny of lheu‘ compcnuve

advantages Organlsatmns 5000 came {0 rcnhsc that the task of copmg with such

" . dynamism cannol be achieved alone, and would dcpend not on]y on thelr mtcma]

capabilitics, but also on the way they \.\.rllln'lgl:;r cooperalc wlth other companles
(Aadnc, ngh & Roos, '1996). As such, cnoperauvc stralcgu:s are translated mto
commnn venturcs u]l:ances. mergers, acqmsmons and v1:1ual cntcrprlsmg As
information and knowlcdgc cmierge as 1he imporiant factors to-the fi lness of':m
organisation as a paﬂner COO]JI!rilllVC strategles began ] |r1clude lhc pruv;swn
for knowledge links in order lo develop mutual knowledge (Badaracco, 19_91_ cited
in Aadne, ngll & Roos, 1996} Such. mutud] dcvelopme'nts: show a. powef['ul -
' way oI' accessing and’ trzmsfcrrmg orgamsauonally embedded knuwledge

However, such aclwmes are only limited to exphmt knowlcdge lmnsfem between
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organisations, Tacit knowledge on the other hand, is less accessible and would
Tequire the establishments of closer and more interactive re]ationship' with the
carricis i order 10 solicit that Iuddcn knuw how (Andnc et al., 1996; Krogh, 1998,
p. 135)

As the economm values of lnf‘on-natmn and lmnwlcdgc cuntmue to. grow,

knuwledge manngemcm is one arex of " promise for I'urlhcr rescarch and”
development (Prah_a]u_cl & Ha_mal,-l_994, p. 6)‘ Four lmporlant issues stem ont
from the ]itérafhrc of cooperative stratégies seem imporlan'l to the llﬁdefstéﬁding
and managmg knowlcdge tmnsf‘cr There are: (1) motive, (2) Openness, (3} pnor

cxperience, and 4 1ntemallsauor1
Motives.

Undcrstandings and Speciﬁéalions-ﬁf motives have signiﬁcént implication of the
choices of parinership and dcveloprﬁent activities for shaﬁng knowledge Wilhin an
- organisalion (Badaracco, 1991 cited i in Aadnc Krugh & Roos, 1996) There are.
_ various Illeratures on the different type of motives. For example, Kugut {1588, p.
39 1dcnuﬁcd thrcc types of motive for joint ventures: Lrnn_sactmn cosls,
compcutwc posmomng, a.nd urgumsahonal ]eammg Wilh t'hc dnéet of th'e-
knowledge»mtenswe soclely, pcrsnaswe attentlon towards the gammg “of
knowledge and orgamsauon ]eammg and away fmm ﬁnancla] motwes is now

senously cuns1dcred

: Opénness_ _

Thé'second'_fét':'toi'_lha_'t determines the success of kqow]edgé transfer is the
"openness" of the partnering organisations in question. Opcnncss in this context
means the willingness to share know]edge nssets ranglng from slanstwal data,
lechnologies, and rescarch, to librares, famhnes and so forih. Openness is
paramount, . as much of the organisational know]edge is _embcdded in
.organisati_.;in.al cullure and pract.iccs.(Hmnc], :1991,_.p. 83). Oaly lhrough a .co.-
opérativc .working rc]alionship arc the soureing of ihis lmuwledéc pdssib]é and
thus its sharing., Several anthors also argue that such openness should be located

in the on-going interaction between lndmduals a.nd small groups rather than on a
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fimi-to-fimm level (Hamel, 1991, p. 83; Badaracco, 1991, Pp. 10-17; Ring et al.
1994; Roos and von Krogh, 1996 cited in Aadne, Krogh & Roos, 1996). Thus,
openness and trust are two of the main accessories in the field of successful

knowledge transfers.

Prior experience

The third factor is prior experience. The assumption is that organisations utilise
past experiences in their on-going decision making and this is exhibited in various
literalures on cooperative siratepy (Huber, 1991; Lyles and Schwenk, 1992, Fp.
155-158}. Slored into the organisational memery, experiences transformed into
knowledge in all of its diversity and depth, this knowledge memery is what has
the greatest influence knowledge transfers. Leaming requires d.iversity as this
enhances the probability thal incoming information may relate to the known, but
may need additional confirmation 1o establish the utility of that knowledge. The
depth of knowledge on the other hand, influences the ability 1o acquire and exploil
new k_nowlcdgé._ The depth of knowledge also has impacts on-the ability to
discriminate between dilferent decision situations, and to select the actions that
might be most appropriate (Lyles and Schwenk, 1992, Pp. 155-158).

Prior experiences in terms of prior relationships in other contexts may also
influence the success of knowledpe transfers between _'organisations. The
replacing of unceriainty by trust by buiiding a store of valuéb_l: pﬁor relationships .
can contribute to a faster and mare elficieut cooperative knowledge development.
The resulting trust therefore increases the likelihood of involving parics who are
more willing to make more significant and risky investments [Ring & ¥Yan de
Ven, 1994 cited in Aadne, Krogh & Roos, 1996), '

Internalisation -

The fourth and last [hctor that determines the success of _k_nowlédge {ransfers
between orpanisations is Intemalisation.  Intemalisation refers to the
organisational .ability or capecily to learn (Hamel, 1951, p. 84). In an
organisational.comext. Intemalisation has iwo aspects: (1) receplivity and (2)

dissemination.
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1) Existing organisational memary and prior related experiences mainly
influence réceplivity. If receptivity is low, an organisation not only has
problems in understanding. what the partner is doing, bnt in
understanding or tracing the processes leadirig to the pariner's knowledge
development. Thus the ability to absorh knowledge depends on both the
process of altering existing’ perceptual maps - and replacing the old
behaviour with a new improved knowlcdgc seéking behaviour (_[-fnmc],
1991, p. 88).

2) Disseminat{nn on the other hand deals with the distribution of relevant
knowledge t.hrnughout the organisation, To this, Hamel supgested
putting mechanisms in place integrating fragmented knowledge géined
by single individuals and distributing it to all that benefit from it. Such
mechanisms can be in the form of cmss-ﬁnctiona] teamwork and

inter-busitiess coordination (Hamel, 1991, p. 88).

The above four jssues (motives, openness, prior cxperieﬁcc, ond Intemalisation)
that stemmed out from the literature of cooperative strategies can be scen as
important (o the understanding and managing knowledpe transfer.

INTER-ORGANISATIONAL KNOWLEDGE FLOW

Having identified the knowledge-related concepts seen in the cooperative strategy
literature, the following sections describe the inter-crganisational k.nowledgé Mlow,
individual knowledge Mlow, and individual leaming, Aadne et al (1996, p. 68)
state that molive is mainly concerned with the information flow between a firm

and its partners,

It influences the knowledge transferred to the cooperative context, and the type
and amount of knowledge expected to be transferred (Aadne cf al, 1996, p. 69).
Openness directs a focus towards. specific cooperation, nd the manner in which
this conlinuous interchange of knowledge takes place belween the pariners,

Internalization addresses the flow of knowledge within the organisation.
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aoperatlve Context

"(Organisation .-

. ~(_Qrganisation ).

internallzation ..

' Figiere'?_.j. LA diegfam s]jo\':."s.the ﬂo;.-._vs of inte_l'_-_orgll_nisotiooal know_le_d_ge.-

i As shown m ['gurc 2 5 the pulposes of mter-orgumsatlona] knowledge flow-are
not only to 1rnparl a grasp on the Teasols,. areas. ﬂ.nd factors aiTectmg know]edge
'_'management but also fo: hlghllght Lhe slrong strategw mlent and foundation
.behmd know]edge managernent Such foundauon a.nd 1ntent focus mamly on the
.1nter-orgmusalzona] mutual and. beneﬁelal mtcr-orgamsatlonal gams' As such,
knowledge m:magemenl in lh1s context tends i ernplm.msc mte-r-organlsauonal
‘learning rather lhan organlsatlona] and mchvldual lca.rmng . Howevcr
organlsanonal and individual leammg are cnncal factors to" the - success of

knowledge manngement (ﬂadne etal, 1996 p. 69)
INDMDUAL KNOWLEDGE F_LOW '

Aadne et al (1996 p- ‘.70) asserts that the rnonve, apeness, priot expenences and
"mtcmallsal:on {or reﬂccnon for. the case of mdmdual) wlll havc an effect on
' orgamsauonal and individnal Ieammg To ana]yse lhe el'f‘eels of lhese factors, one
. has to con51der how the individual-leams, Indwulual ]earmng is the funda.mental

Huitding block for grotp leaming and consequently, orgemsauona]_leammg.
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coperatlve Context -

) Management ). T

-“(individual - -

- 'F:gnre 2 ) 11]uslmles the knowlcdgc flow helween an orgamsauon and lndwldua]
) worker of the organlsauon

INDIVIDUAL _LEA’RM_NG

" The 1nd1v1dua1 through vannus Ieammg processcs develops new undcrstandmgs
: from the acqulsnmns a.nd mtemrelanon of mformauon (Lmdsay & Normcm. 1977,
_'p 28) Lcammg czm be .gain- thrcugh prachcal consmousncss or. dlscurswe
. consclcusness Lcammg does rmt always results ll'l rncasurub]e increase in
mdmduai en'ectwcncss or ubservable clmngcs in mdmdua] bchzwmurs (Coghlcm,
2002, p.’ 117}, rather, learnmg th.rtmgh the proccss of mfurmauon 1nterprutntmn
: del’ nes the houndanes of an mdmdual's potenhal undersl:mdmgs and behaviour
changc ‘As mention by Bmoke (ZODIa, 20[)2b}, an’ entlty learns i, 1hrnugh its
'pmcessmg of ml'armauon. lhe rangc of its polenual ‘behaviours change The
suggcstcd mlerpretauon of information by somc. :s the process lhrough which
people gwe meaning to mfbnnalmn (Daﬂ and Welck 1984, p. 74). Indwlduals
frcquently learn from past evénts ‘and expenenccs usmg pﬂst snuatwns or cases as

' _models wlmn leamlng 10 solve prublcrns
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When mdmduals 1n1'.eract vﬂthm groups wnhm lhe orgamsatlon, lnfcrmatlon and
: knowledge are sharcd and d:scussed (Bmokc 2001:1 p- 41} Such mlerachcn wil.”
-depend on the degree of cpenness and’ WIlllngness belwecn individuals 1o
expl:catc their tacit knowlcdge The quahty of the knowledge exchnngc will also
" have to depend on the dwersny of the mtcmclmg groups (Brown & Dugld I99lb

p. 156). With enough trust and encugh interacticns, a social structure’ based on
commeon belief will emerge.  As.this social structure continues o graw, it will
. evolve to become the dominant logic (Prahalad and Bettis, 1986, p. 17}, By
" institutionalising this logic, the .rcsulling'knoxkiiedge ﬁructur’es become the basis of
an orgamsallonal learning. system (Argyns. 1976, p. 123). Argyris further
menlions that lhere are three variables i inthe mdw:dual leaming process

1.) Prior experiences lhal are codifi cd and slorcd
2.) Openness, trust and |nleracuons where tacit know]cdgc can be exchanged

3) Individual's ab|h_ly 1o n:l'_lact on informaticn and ass:gn mc_anmg to it.
ORGANISATION M'EMORY .

The tcrm urgamsatlon memery' rcf'crs 1o the orgamsatlonal know]edge slorcd in
the orgamsauon knnwledge reposuones for maklng decisions (Argyns, 1976}
' Argyris slates tlgal crgan_l_satlnn memory has become one of the csscnual factors
that affect orgnnisntiennl“'ﬁnd individual leaming, - It stores an urgamsahcm s
]1|st011ca1 information lhal an’ orgamsatmn can seek-and use for prescnt dec1smu'
making. .. It contains successful programs for dcallng with frequenl situational
. contexts. These succ'essﬁ_ll programs eveniually become the slandafd methods for
hlndlin.g._rcpctitivc decisions that result in standard operating procedures. Hence,
organisation memory _highly: _. influences the: acti.ons"o'f' management.  Such
influences eventual]y'def’nc ihe siructures, systems, and rn'anugemenl PrOCEsses.
Individuals and groups in tumn draw on lhese struclun:d procedures and apply them

lo lhelr problem soIvmg Orgamsanon memory is relatively stable over time, has
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long-terms effects that influence the whale organisation, nol just individuals, and
groups (Brooke, 2001b, p. 365).

In the modem orgahisation. knowledge management system such as
WebAccounting, that is, centralised data wnn:housin'g_ and management
information systems, are widely deployed 1o assume the facilitation role in the
processcs of an organisation's memory explication and storage for sourcing
codified knowledge, and for decision-making using such storage (Robertson et al,
2000). The proliferation of knowledge management archilecture and web-based
legacy applications has also ensured the availability and dissemination of
organisational memories throughout the entire organisation without gcogrﬁphica]
censirints (Scarbrough et al, 19992, p. 17}, Technologies play an important role

in organisational and individual learning (Scarbrough, 1999b, p. 359).
MANAGEMENT MOTIVES

An organisation is not a-monolith but made up of very difTerent internal/external
interest groups with varying motives and intentions (Scarbrough, 1992, p. 125).
The management ofllen has strong cconomics motives and strategic intents.
However, such molives and intents do niot diffuse well a1 the workforce level.
Clear definitions are not possible because of the complexity of management-
workforce interactions, as their relationship is not only functional but also
coniractual {Scarbrough, 1992, p. 132). The forms of job design and work
organisation associated with such contractual agreements usually involve ongoing
processes ol control (Scarbrough, 1992). Such controls can be broadly
categorised into three levels (Scarbrough, 1992, p. 140):

1. Labour control: the relationship belween an operation's demands and
workforee behaviour. _

2. Operation conirol: the relationship between sirategic demands and the
quantity and quality of oulputs gencrated by a particular production
systems; and

3. Strategic contral: the relationship between outpuis (rom an organisation's

porifolio of production systems and product-market demand.
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Most critical attention has tended to focus on labour control alone. In the wake of
the knowledge era, organisations ha\.-'e adopted a more decentralised mode of
coordination and cperations. Knowledge m:magerncht syslems are widely
deployed by organisations 1o facilitate their business functions (Davenport et al.,
1998b, p, 50}. The capabililies brought forth by knowledge management systems
have allowed orpanisations to p.crfurm their operations more cffectively. and
efficiently (Scarbrough, 1992, p. 134). While knowledge management systems
have greaily increased the productivily of individuals, groups, and organisations, 2
knowledge management system has alse become the most important lool for
labour contro) In modem organisations as il increases the predicability and
controllabilily of the labour process (Davenport ¢t al., 1998b, p, 44),

EMBEDDED IDEQLOGY

A knowledge managerricnt sysiem has the far-reaching elfect of ransmiiling the
ideologies of management and powerful groups within organisations (Roberison et
al, 2000). As Orlikowski argued {1997, p. 11), information management systems
are “interpretatively flexible,” the physical objccliw:. forms of information
management syslems ofien actually disguiscd levels of subjective intent and
knowledge and such embedded meanings within information management
systems influence and direct the behaviour of workforces in m;gnnisal_ic_ns. Hence,
the subjeclive notion of idecology is not to be detached entirely from the objective
forms of information systems. M'anagcmenl in paricular, exploits the symbaolic
representations carried by information systems to de#clop legitimacy for their
motives and intents (Scarbrough, 1992, p. 133). Therchrc, management groups
that diclate the design of information systems are in the best position {o translate

their inlerests and perceplions inlo such cmbedded ideologies.
"Ideology is a struclured system of represeniations of aspect of reality reflected in,

and reinforced by, prevailing social-histerical conditions” (Albury and Schwartz,
1982 cited in Scarbrough, 1992, p. 135).
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Ideologics are a partial view of the world in that they are not able to capture and
express the view of all, but only of some. These views can are highly struciured
and easily inscribed into technologies. Such "coloured” tecﬁnolugics would then
have the ability to reflect and reinforce the dominant ideologies propounded by
management and interest groups. The "duality" (Orlikowski, 1997, p. 11) of
information systéms thersfore has the power to institutionalise the actions of some
management groups and o contain the gaining of power by others that are against
their apparent infereals, These cfnbcdded ideclogies also control the general
perceptions about information systems, thereby ‘fencing off” the technical
opportunities offered by information systems that do not sui:porl the interests of

managemerit.

ldeologies exist at the social and at the organisational level (Scarbrough, 1992, p.
146). The power struclures within an organisalion are tolerable by workforees if
they are within. the threshold of wider cullural and sacietal idcc_llogies, as, the lwo
ideologics have become, for the medium term, interrelated {p. 147). However due
to this reason, general workforces do mol generally appreciate fully the
implications and hidden agendas of technolopies. Technologies are socially
accepied means of achieving a kigher standard of living and symbalise progress
and prowth (Orlikowski, 1997, p. 12). Interrelated technologies bccome
embedded jdeologies and a result, oflen became transparent. and thereby ensure

the continuily of their propagation and difTusions.

The sourees of the strong influence that organisational ideologies possess come
_from scientific management. Scientific management encourages the development
of managers as the legitimate holders of explicit knowledge of the organisations in
which they have served (Scarbrough, 1992, p. 148}'.' Their main function is to
mediate (esseniially to simplify) the environment for the lower workforce
(Neuménn, 1957, p. 86). From this, management’s fnctions dictale the planning
of optimal solutions using the abundant need-to-know knowledge they possess.
While at the same time, the workforce is required 1o adhere 1o the rules and
procedures formulated by their management and both the formal and informal
organisations oflen do oot .chaIIcngc how these solutions are formulated or passed

on (Zack, 19993, p. 125). While such armangements oflen present a substantial
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shil in power, the perceived progression and employmeni security for the
workforces eliminates the need te challenge or even quesiion such structures. As
such, there are strong incentives for both parties to remain on the equilibrium
point s derived. However, such equilibrium is far from being stable as it is under
constant readjustments. Turbulence in business.landscapes-has" challenged the
ripidity uf sci_cnliﬁc management style and many authors now lay claim to the
tenefits of Mexibility in management style (Scarbrough, 1992; O.rlikbv..rski. 1997,
Nouman, 1997). ) ' i

THE FLEXIBLE MODEL

Piore and Sabel 15 reference in Scarbrough (1992, p.150) claim: -

Flexible specialisation is a siralegy of permanent innovation,
accommodation to ceaseless change, rather than an effort to control
it. This strategy is based on (lexible multi-use - equipment; skilled
workers; and the creation, through politics, of an industrial
community that resiricts the forms of competition io (hose
favouring intovation. For (hcse reasons, the spread of flexible
specialisation amounts to a revival of ¢rafl forms of production that
were marginaled at the first indusirial dw:de {p. 150).

While ﬂe:{ibi]ity of manageinenl seems to hc'n viable alternative, benefits from
such strategies have to dcpend on ihe responscs of nlanagcmem and workforce,
and the rc]atmnshlps between them, Perceptions. and politics played 1mporlant
roles in the assimilation of fexible practices. As previously mentioned,
management and workforce have dilferent motive and inten;s.. “The implications
brought forth by such flexibility would entail the forsaking of predicability and
control, and will raise the péréeption of such dimensional changes as threatening
to management, especially those in the middle and lower orde.r'.. Thus modem
orgnnisati_bns respond o changing business environments with a strategy of
innovation and production specialisation while keeping intact Fordi;-st-ly'pc holds
on orgamsatwnal relations and skill restnctwn (Manhcws, 1989, cited in
Scarbrough, 1992, p. 151) '

"When confronted by inéreasing lurbulence, organisations normally respond with

incrensingly bureaucratic behoviours by increasing structural centralisation”
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{Cameron, Kim and Whetten, 1987 cited in Neumann Jr., 1997, p. 89). This, in a
nutshell, is the real problem - the increasingty intense level of management control
to be able to factor-in a mythical “successful™ past combined with a wish that
allows for an increase in the level of certainty in the face of the reality of an

increasingly real and actual {evels of uncerainty.
THE POWER STRUGGLE

Politics amongst interest groups within management has also prompted
competitions to secure the manapement of information systcﬁls and knowledge
bases as this supporis the ‘knowledge is power’ aphorism. Interesi groups that
gain control over these oflen use them 1o promote their own bodies of expertise,
{(Swan, 1996, reference in Scarbrough, 1996, p, 127), which has a destabilising

elTect upon the rationale of knowledge management,

The ghilities to self-replicate and self-promote have produced the phenomenon,
which Scarbrough termed es the "technology power loop” shown in fgure 2.7

below.

On the other hand, interest groups that relinquished such power would simply

oppose the transfer of occupational knowledgs in order to protect their interests,

Figure 2.7, The technology power loop.
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As mention by Zack (1999%, p. 55), "Making private knowledge public and
accessible may result in a redistribution of power thal may be strongly resisted in

parficular crganisational cultures."

Engineering professions in .pmicﬁ]nr, have strong resistam:é to the knowledge
process (Roos et al, 1999). Wilhin the organisational context, engineering
information and mcthoﬂologies have high transfer propensity and through the
codification of their o_ccu.pationa.l knowledge, leading to the reduction of their
power status. Keepiﬁg knowledge within (heir own nelwork ensures the continued
reliance of organisations as implicit and explicit knowledge sources, As
mentioned in the introduction, information hold out is becoming a fealure in
modern organisations. Consider (his as a corollary; when there is no knowledge
sharing, there is no knowledge creation (Roos et al., 1999, p. 165},

KNOWLEDGE MANAGEMENT PROCESS: AN ORGANISATIONAL
LEARNING PERSPECTIVE

To understand knowledge management processcs in the context of organisational

learning, this section presents a holistic view of (he literature on the following:

1. Adaptive Jeamning / mainienance leaming;
2. Evolutionary leaming / generative leamning, and;
3. Senge's Fifth Discipline,

Organisation learning refers to (he development of insights, knowledge, and
associations belween past actions, the effectiveness of those actions, and future
- action {Lyles, 1988). Argyris (1976) defines organisationzl leaming as the

process of detection and correction of emrors.

Weick (2001, p. ‘?lj argues thai the defining pfopcrlyI of learning is the
combination of the same stimulus with diflering responses. This combination,
however, is rare in organisations. This means that either organisations do not or
will not leamn or that organisations learn, but in non-traditional ways. He further

noted, "Perhaps organisations ere not built to leam (p. 72). Instead, they are
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patlerns of means-end relations deliberately designed to make the same routine
respend to different stimuli, a pattern which is antithetical to leaming in the
traditional sense." Weick (1991, p. 72). )

The basic and current view of organisation knewledge generation-is adaptive
leaming, which is about coping and is ﬁccessarily short term, The' increasing
adaptiveness is only the first stage; crganisations need to focus on double-loop
leaming (Argyris, 1'976), 10 like generalive leamning {Senge, 1990) or to like
evolutionary leamming (Merry, 1995, p. 16). '

ADAPTIVE LEARNING/ MAINTENANCE LEARN]N_C

As Merry (1995, p. 17) slress that adaplive leamning focuses on solving problems
in the present without examining the appropriateness of Lhe current lcaming
behaviours, Based on an organisation’s past seccess programs, it focuses on
optimisations and incremental improvements. The unquestioning adaptation of
past success has branded adaptive learning as “single loop Jleaming.” Single-loop
leaming is not self-rellsctive, as it is ihcapable of questioning its own assumptions
and of engaging in change. Alfonso Montuori termed such form of learning as
maintenance leaming (Montuori, 1993, cited in Merry, 1995, p.-19), that is
learning that allows us to Jearn within a pre~established framework, bul does not
allow free inquiry. Banathy (Banathy, 1993, cited in Merry, 1995, p. 25) furthers
this argument by noling the hindrance to the development of evolutionary
competericy brought forth by mainfenance leaming. Maintenance learning is
dealing with a rigid, known outlook and maintaining the status quo. This form of
leaming is necessary to maintain organisational functions but is insufficient en its
own: in times of rapid and massive changes, turbulence and discontinuity, such
learning will prove to be tclaliy inadequate. Malhotra (2000}, a leading thinker of
knowledge mahagernent reinforced this point when reflectling on the present form
of knowledge .ménagement: he argues that the concept of knowledge management

is not new in information systems practice end research.
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EVOLUTIONARY LEARNING/ GENERATIVE LEARNING

Banathy (1993) makes a similar point by stating the need that adaptive and
maintenance leaming be complemented by other forms of leaming in order to
achieve maximum efTectiveness. One of such forms is double loop leaming.
Double leap as proposed by Argyris, concerns the focus of solving complex and
ill-structured problems by bringing an individual's espoused theory and their
theory-in-use into congruence. A form of double loop leaming is evolutionary
learning. Evolutionary leaming empowers workers (o shape changes. 1l aliows
the re-cxaminations and renewals of viewpoints and enables the redesign of
systems oflen al a higher level of complexity. Evolutionary leaming will allow
conscious coevolution with ihe changing environment, rather than merely adapting
10 il (Banathy, 1993 cited in Merry 1995, p. 26). .

Similar 1o cvolutionary learning, generative learning emphasises continuous
experimentation and responses in an ongoing examination of the very way
organisalions go aboul defining and solving problems. Generative leaming is
aboul creating systemic thinking, shared vision, personal masiery, team leamning
and creative tension (Senge, 1990). Generalive Jeaming requires new way of
looking at the world.

SENGE'S FIFTH DISCIPLINE

P. Senge (1990) agues that there is 2 necd for "leamning organisations," He
suggests (ive learning disciplines as the means of building a leamning organisation,
This building occurs where people are continually sxpanding their capacity 1o
create the personal and professional results they truly desire, and where new and
expansive pattemns of thinking are nuriured by the organisation, and where
colleciive aspirations are set free, and where people are continually leaming how
to leam together (Senge, 1990, p. 140).

The live disciplines inchide:
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System thinking: A conceptual framework, a body of knowledge and tools that has
been developed over the past fifly years, to make full paitems clearer, and to help us
see how to change them eflectively.

Personal mastery: The discipline of continually clarifying and deepening our
personal vision, of locusing our energies, of developing patience, and of secing

reality objectively.

Mental madels: Deeply ingrained assumptions, gencralisations, or even pictures or

images that influence how we understand the werld and how we undertake action.

Shared vision: The practice that involves the skills of unearthing shared pictures off
the future (hat fosters penuine commitment and enrolment rather than complianee,
Team learning: The discipline thal involves maslering the practices of dialogue and
discussion, the two distinct ways thal teams converse, In dialogue, there is the free
and creative exploration of complex and subtle issnes, with a deep "listening ' to one
another and suspending of one’s own views". By contrast, in discussions, the
presentation and defending of differing views is expected and ihere is a search for
the best views 1o support decisions that must be made at one point of time. Dialogue
and discussion are potentially complementary, but most teams lack abilily lo
distinguish between the two and lo move consciously between them (Senge, 1990,
Pp. 144-145).

The first three disciplines have particular application for individual leaming
behavioural patterns while the last two bave particular focus on group leaming

behavioural patterns.

SUMMARY AND DISCUSSION

Reflexive Practitfoner:
If I were to look back reflectively, T would note thas, from the research literatre
discussed above this currently concludes ihe exploring of various aspects

concerning the development of knowledge management and its role in both tacit
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and explicit inowledge in relation to organisational learning, In general,
knowledge management requires the ability to capture and manage organisational
tearning. This means that effective knowledge management through explaining and
leveraging tacit knowledge can provide competitive benefits for an organisation.
The ability to chonmel and nurture knowledge and knowledge workers would also
enable organisations to operate tnder a condition of "increasing returns." As
such, knowledge transformation processes that support the colfecting, sharing,
elaborating and dissemination of external knowledge can be applied to solving
problems und exploiting opportunities for the organisations concerned {Merry,
1995; Stacey, 1996; Aadne er ul, 1996, Hauben & Hanben, 1997; Lewin, 1998;
Nonaka, 1998, Tetenbawm, 1998; Wah, 1998; Mycek, 1999; Zivnmerman, 199%;
Remenyl, 999, Scarbrough, 1999b). Management, in order to bind an
organisation fogether may sise integrating and shaving disiributed knowledge as
strategies, as research suggesis. Management of explicit kmowledge, which
includes accessing, evaluating, managing, organising, filtering and distributing
information in a manner that is useful to recipients, can provide strategic value to
ihe organisation cancerned (Remenyi, 1999; Scarbrough, 19995),

As organisations are facing ithe problems of keeping pace with rechnology,
particudarly within the transition from the Industrial era to the information era, it
has been supgested that understanding and managing kmowiedge iransfer shovid be
viewed as one of the prowising areas for further research and development (Aadne
et al, 1996). To gain more insight in this areq, Aadne et ai, (1956) have proposed
Jour important issues of cooperotive strategles.  These are (1) motives, (2)
openness, (3) prior experience, and (4) inlernalisation.

While the focus of Aadne et al siudy was on knowledge-related concept of
cooperative strategy, the context of inter-organisational knowledge flow, individual
knowledge flow and individual learning are also important, as they begin te show
significant infTuence on knowledge transferred. Based an the findings of Aadnec et
al., this research study furcher auilinegs factors critical to the success of kowledge
munagentent within an arganisation,

Another factor that offects organisotional and individual learning is arganisational
menory. Qrganisational memory eventually defines the structures, systems, and

management pracesses. { suggest that as organisational leurning pracesses began
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io influence imowledge management processes, that there are three issues surfacing
from the literature. These are (1) adaptive learning/ maimenance learning, {2)
evolutionary fearning/ generative lfearning, and (3) Senge's Fifth Discipline. To
gain more insights in this area, a thorough consideration and understanuing of
knowledge management is weeded, particularly the necessary conversion of tacit
imowledge to explicit knowledge. (Personal reflection, March 2002)

In this chapler, I have attempted to present the insights of fhe knowledge
managenient in which cencentrated on the potential for organisations to efTiciently
and cffcctively create, locate, caplure, and share knowledge by applying
yiebAccounting systems. Effective and efficient conversion of tacit knowledge lo
explicit knowledge would enable organisations to manage organisational leamning,
and to apply that knowledge to the solution of problems and the exploitation of

opporiunitics.

This literature review has sought to provide insights into the context of knowledge
management, thus providing a literary basis for this study, Material relating to
knowledge management processcs and the uses of knowledge management
svslems has been deseribed, showing the imporiance of such material to the
Rescarch Question in Chapler One “For managing organisational and individual
knowledge, what are the impacts of the adoplion and use of WebAccounting, in
the conversion of tacit knowledge to explicit knowledge?” Chapter 3 examines an
empirical case study vsing elements of positivist research, while chapter 4 presents
another empirical case siudy with an interpretative perspective. I hope that both
will charl my joumey towards a mature approach lo reflective practitioner
ethnography tesearch,  Chapter 5 discusses the theoretical philosophical
framework and the methodolopy employed in this study, with supporting case
descriptions and analyses of the {wo major case studies in Chapter 6. The

conelusion - Chapter 7 - identifies several further areas for filure research.
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CHAPTER THREE:

TOWARDS A RESEARCH APPROACH (1):
REFLECTIONS ON A POSITIVIST APPROACH

OYERVIEW OF THE CHAPTER

This chapter provides an example of the use and adoption of a WebAccounting
knowledge management system. 1t describes and analyses my first pilot study that
provided a background and information source for research into WebAccounting

systems used as an agent in converting tacit 1o explicit knowledge.

I first became inlerested in-depth research during the time I was working for
Organisalion A as a consultant at the beginning of (he year 2000. I realised that ]
needed an approach that combined personal beliefs and values with an in-depth
understanding of whal it meant to work as a pan-time consultant, Iwas interesled
in not only the personal dimension of business, but also the social and
organisational context. I had some questions about making public these belicfs
and this situalion mised guestions aboul my understanding of managing both lacit
and cxplicit knowledge through an clfective knowledge management sysiem
within the social structure of the teams and "tribes" with whom I worked. While 1
was working as o consultani, I found mysell exposed to practical and lived
experiences of these groups and in heir training and development in Management
information systems. 1 could see merits both for myself and for my clients in
deseribing my work as a function of knowledge management. Against this
background, [ saw myself as needing 1o develop the research capabilitics in order

1o become a betler professional,

To begin this research journey, I conducted a pilot study, involving what 1 have
named Organisation A in the beginning of Jun 2001 and March 2002, The
findings of the first stage (conducled in Inn 2001} of this study were analysed and
formed a paper which § presented at (he Seventh Annual ANZSYS Conference
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{Nov, 2001, Proceedinps), In March 2002, the follow up 1o (his second stage
formed the continuity of this chapter. Overall, this study began my carly
experience using elemenis of positivist research an my journey lowards the mature

research approach of reMective practitioner ethnography (Wong, 2001c).

Firstly, 1 show as an outline, of what the literalure offers as onlology,
epistemolopy, theory, and proetices of the positivist approach. In describing and
analysing the WebAccounting knowledpge management case study of Organisation
A, 1 employ Moody and Shanks’ mode! for analysing success for knowledge
manapement systems {Wong, 2001c). The study of WebAccounting within a
positivist conttext is to provide insights for the whole thesis and 1o highlight the

strengths and weaknesses of the positivist researeh approach,
3,1. WHAT IS5 POSITIVE RESEARCH?

According to (Hirschheim et al.,, 1997; Orlikowski & Baroudi, 1991; Hirschheim
& Klein, 1989; Chua, 1986; Burrel & Morgan, 1979), positive research within an
information systcms research focus, centres on the empirical-analytic research
apenda, which is based on he objective views of the functionalist paradigm, The
term empirical-analytic refors 1o an organisational scicnee based on the natural
science approach, that atlempts to establish a general law which can serve as an
instrument for systematic explanation and dependable prediction (Benbaset et al,
1987, Pp. 69-72), This means that the premises of Lhe posilivist approach, that is,
posilivism is based upon the assumption of objeclive worldviews conlrolling
human behaviour through instrumental and strategic actions during the designing
of information systems. However, positivism oflen ignores the social context in ils

search for ‘truth’.

POSITIVIST APPROACH — UNDERLYING ASSUMPTIONS IN
KNOWLEDGE MANAGEMENT PROCESS AND PRACTICE

According 1o Chua (1986), and Orlikowski and Baroudi {1991), a positivist
approach to information systems development tises an empirical analytie research
agenda based on a funclionalist paradigm, Paositivism employs & naturzl science

approach whereby researchers aim to establish a gencml law for systematic

g9



explanation and dependable prediction, Yin (1981, 1994} and Benbasat ct al.
(1987) approach the issues of case study fiom a positivist stance because they
argue that case studies are the preferred rescarch stralegy to answer “how?” and

“why?" queslions.
ONTOLOGICAL ASSUMPTIONS

Yin (1994), and Orlikowski and Baroudi (1991) refer la the researcher's onlology
as built on assumptions and beliefs reparding the nature of the world around us.
As such oniology deals with the reality of knowledge. Generally, researchers
ontologically assume that the overall objeclive in social seience research,
including knowledge managemenl systems is to explore and reveal social
condilions (Orlikowski & Baroudi, 1991). Ontological researchers using positivist
approaches rely on an objective view of (he world. As mentioned by Orlikowski
et al, (1991), positivist approaches assume that organisations have struclures
underlying the actions of those who create the social conditions and activities of
these organisations. This micans that the role of the researcher is to discover
abjective social phenomena thal exist external to the creators of such reality, who

are generally assumed to have a passive role in the situation under investigation,
EPISTEMOLOGICAL ASSUMPTIONS

Orlikowski and Baroudi (i1991), and Guba and Lincoln (1994) define
epislemology as ihe ways and means by which we can obtain knowledge. They
state that positivist cpistemological assumptions are concerned with the empirical
testability of theories, verified or not, through the logic of hypothetical-deductive
reasoning concerning the phenomena being investigated. For example, the use of
research methods such as large-scale sample surveys and laboratory experiments
or descriptive case studies for the gathering of valid empirical data to examine
formulated hypothesis, Their data analyses often refer to inferential slatistics,
where the objective is 1o discover causal laws. Positivist researchers, who oflen
refer to their approach as the only valid way to mational knowledge, usually reject
value judgement in support of their claims to objectivily {Hirschheim, 1991).
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Hirschheim (1991, p. 10) further states that posilivism can be characlerised as

bejng based on five pillars:

Unity of scientific method: This means thal the accepled approach for
knowledge acquisilion (the scicntific method ~ positivistically
nndersiood) is valid for all forms of inguiry.

Search for nman causal refationships: This reflecis the desirg 1o
find repularity and causal relationships among the elements of the
study. Based on reductionism, the process is where the whole is
further and further reduced to its constituent’s paris.

Beficf in empivicism: This refers to the dala, which is sourced from
the senses. These senses do not inclnde the subjective experience,
unconscious orgenising concepts, reflection intuition, and the like.
Science (and its process) is value-free; This reflects the belief that the
underiaking of science has ne relationship to political, idealogical, or
moral beliefs. The process Iranscends, and is separate from, cullural
and social belicfs held by ihe scientist.

The foundation of sclence fs based on logic and mathemutics: logic,
or mathematics, provide the formal basis for quantitative analysis to
investigate the causal relationships of the Ondings {source from
Hirschheim, 1991, p, 10-11).

As noted by Orlikowski and Baroudi {1991), pesiiivisis oflen ¢laim 1o focus on
“zctnality” in that the rescarcher claims to be able to cvaluate objectively social
action or secial processes through conlrol sirategies such ps close ended
questionarics. The use of reduction in snrvey instruments is one teclmique to
achieve the desired research goals in the most cfficient manner (Orlikowski &
Baroudi, 1991; Guba & Lincoln, 1994; Chua, 19885).

LIMITATIONS OF POSITIVIST APPROACH

Crlikowski & Baroudi (1991} and Walsham (1991,1993,19938) assert that there
arc limitations to positivisl approaches in information systems research, These are

as follows:
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1. Structured design rescarch methods are usually devoted to the design of
technical systems and give litlle recognition to the range of
organisational changes that also oceur.

2. Positivistic paradigms view the world as consisting solely of objeclive
reality characterised by order rather than conflict.

3. Using qualitalive research, social struclures and phenomena are usually
found, observed or modelled but rarely interpreted in-depth (source:
Orlikowski & Baroudi, 1991, Pp, 113-120).

The detailed relevance of these points to this pilot study is in the last section of

this chapter.

OUTLINE OF KNOWLEDGE MANAGEMENT SYSTEMS IN
GENERAL

In this chapler I present research accounis to investigate the knowledge
management processes and practices in an automobile sales and services
organisation named here as Organisation A, This pilot study was conducted in
such a manner that it included positivist elements (Wong, 2001¢), The usc of the
framework for analysing successful knowledge management syslems proposed by
Moody and Shanks (1999) used in this thesis is to provide those insights into the
challenges that are faced in the adoption of the WebAccounting system. These
author’s studies have successfully evaluated the positive impact of knowledge
management projects in the organisational context, facilitating knowledge sharing
within the organisation and in ephancing an environment nuriuring the creatjon
and managing of knowledge areflacts. Their studies have provided a valuable
insight into the current perceptions of knowledge management systems within
organisations in Australia s well (Wong, 2001¢). For example, the Ayres and
Clinton (1997) study of adopting knowledge management systems in the New
South Wales Health Systems. Here they confirmed that “in providing the latest
medical research knowledge can mean the difference between life and death, an
accurate or ermoneous diagnosis, early intervention or a prolonged and costly slay
in hospital”, Using another specific example, the Moody and Shanks {1999) study

of adopting knowledge management systems in Victoria Health Systems
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confirmed that “through allowing clinical stafT to access latest medical knowledge
improves the quality of clinical decision rhaking " They also found that 90% of-
the medical stafl’ using the knuw]edge management systems felt that it had

improved thc qua]lty of patient care.

Offsey (1997, p. 113} asserts that it is increasingly imporiant for organisations to
identify the need to develop netler techniques to manage their knowledge assets.
In 2 similar view, Newman {1997, p. 123} states that knowledge sharing across
depariments, functions or geographical locations s recognised as a core
organisational competence for most organisations. Consequently, GroupWare
applications arc a tool for providing solution to organisational compelence
because they allow information sharing and collaboration across depariments and

functions.

Consideration that knowledge management being of major imporance and an
imporlant indicator of success for an organisation is increasing. Supporting this
proposal, Remenyi, {1999, 1959b) argues that knowledge management syslems
act as an extension of information systems management wherchy the organisation
benelits from a more elfective use of knowledge. Hence, this provides knowledge
management with a strategic focus (Remenyi, 19994, 19950). In a similar arlicle,
Bemard, {1996, p. 23) argues that the adoption of Intranet tech.ﬁology padicularly
GroupWare  applications, also facilitates  organisation-wide  knowledge
management. Organisation-wide knowledge management is dehined as “the broad
processes of locating, transfrring and more efliciently using of information and
experiise within an enterprise” (Bernard, (1996, p. 24), He furlher agues that
knowledge manapement is concerned with decision supporl systems, data
warehousing and data mining, and is closely associated with Intranet applications,

particularly GroupWare applications.

Hauben and Hauben (1997, p. 18) asserl that kmowledge management sysiems
may be secn as an extension of information systems management, which utilises
the exchange of business knowledge through IT network, This entails the
exchange and sharng of both tacit and explicit knowledge belween separale

organisations, business-to-business (B2B), or business to customer {B2C). Such
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networks of exchanging and sharing of knowledge are crucial to supporl

successful business panncrships.

Daniel and Greme (1999) and Davenpen (1996,1998r) state that organisations
must first understand its knowledge assets and the manner of the application of its
knowledge fo achieve knowledge superdorty. The implemeniation of
WebAccounting systems enablés an - organisation to provide straiepics for

managing and exploiting such knowledge.

Having idemified knowledge as a major issue and indicator for the success of an
organisation, the sext section addresses the outline views of GroupWare,
knowledpe management, organisational issues, and previous empirieal research on
knowledge management systems. Section 3.3 discusses the research method used
to examine the use and adoption of WebAccounting system for Organisation A.
Section 3.4 presents the research findings responding to the four matrixes as
presented. Section 3.5 presents discussions of the results wilh argument to the
literature, and concludes with discussions regarding the development of the

research approach.

3.2, OUTLINE OF GROUFWARE AND KNOWLEDGE
MANAGEMENT

According to Jessup and Valacich {1993), the term “GroupWare” refers to
Computer Supper Co-operative Work (CSCW), Collaborative Computing, Group
decision Supporl Systems (GDSS), Group Suppon Systems {GSS}, Electronic
Meeting Systems, Computer-Support Collaborative Work, Computer-Mediated
Communications Systems or Group Megotiation Supporl Systems. They further
suggested that the differing names for this field have occurred 1o reflect the
different quadranis on the time/space matrix studied, as well as diflerent research
institutions historically using different terminology. In ihis pilol study, I agreed
with Wallis definition of GroupWare. He refers GroupWare as the technelogy that
communicales and organises unpredictable information, allowing dynamic groups

lo interact across time and space {Wallis, 1995, p. 23).
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As staied by DeSanctis (1993, p. 100), the goal of GroupWare is to bring
“improvemenls in organisational efficiency.” Gunther (1994, p. 43) states that
GroupWare is about "belter business practices”, both in the way an organisation
manages i1s internal operations and more directly in the way it manages ils
relationships with customers and suppliers. He also mentions that GroupWare
encourages, or more often forces companies to re-examine business proeesses and
trading rclationships. WebAccounting, which falls inlo the category of
GroupWare, acis as a tool to irensmit standard struclured messages elecironically
from a computer in one location to another computer application in another
location. Thus, WebAccounting may be an “cnabling echnology” that allows
crganisation to belter meet its business poals.

OUTLINE OF KNOWLEDGE MANAGEMENT, GROUFWARE AND
ORGANISATIONAL ISSUES

According lo Ciborra ct al (1996, p. 20), the reasons for the adoplion of a
GroupWare technology in enabling the practise of knowledge management within

organisations are as follows: -

1.GroupWarc applications have a recursive and interactive relationship
between user groups, technologies, and the structural properiies of the
organisation.

2.The process of calling upon and codifying the forms of knowledge
{turning lacit into cxplicit knowledge) starls in the development of
hardware and soflware during its designing stage. This process begins
when the knowledge from knowledpeable stall is stored in electronic

repositories, and made casily accessible.

Revealed in the social-technica) theory advanced by Pan and Scarbrough (1999),
is another consideration as to why web-based information technology has a strong
interaction with organisational functionality and practice. As argued by Pan and
Scarbrough (1999, p. 19), there are three different levels of functionality and

practice:
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1. Infrasiricire tefers to the hardware/sollware, which enables the
physical channels and communication contact between nelwork

members.

!‘J

Infostricture refer to the formal rules that govern the exchange
between the actors on the networks providing o set uof copnilive
resources {metaphors, common language) wherchy people make
sensc of the cvents on the network,

3. Infocudure reli- e stock of background knowledge, which actors
take for pranted and which is embedded in the social relations
surrounding wark group prozesses. {Source: Pan and Scarbrough,
1999, p. 19-20.

Pan and Scatbrough (1999) proposed that iheir findings conceming the social-
techmical view ol knowledge management supperl & close social and technology
relationship.  They suvggest that technolegy is the driving factor for top
managemeni lo be pro-aclive and supporlive particularly about their business

performancu and competitivencss.

In summary, based on the above positivist and empirical studies by Ciboma ct al
(1996) and Pan and Scarbrough (1999), | have cstablished that the adeption of
information icchnology (incleding in this case WebAccounting GroupWare) is

closely integrated with organisational issues.

OUTLINE OF PREVIOUS RESEARCH IN KNOWLEDGE
MANAGEMENT SYSTEMS

In this section, I oulline a framework for analysing knowledge management
systems based on previous empirical research. The ramework for the knowledge
management project referred 10 above incorporates four stages: the objectives, the
stratepies, the success indicators and the success faclors (adapied from Moady and
Shanks, 1999},
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Objectives of a knowledge management project.

Objectives define what a knowledge management projecl is trying to achieve,
Davenpori (1998b) studied thirty-ene knowledge management projects in twenty-
four US based companies and identified four types of objectives that allow

orpanisations to achicve knowledge superiorily. They were as follows:

L Creating knowledpe repesitories: The first type of project focused on crealing
structured repositories to store explicit knowledge, Three types of knowledge
rcpositorics were identified: cxtemal knowledge (knewledge from  external
sources), struetured internal knowledge (intemal documnents) and informal. internal

knowledge (tacil knowledge extracted in the form of lessons leamned).

2. Improving knowledge access: The second Lype of project feensed on providing

access lo lacit knowledge and facililating its (ransfer between the individuals,

3. Enhancing the knowledge environment: The third type of project focused on
the establishing an environment conductive 1o knowledge creation, transfer and

use,

4. Managing knowledge as an asser: The Tourth wype of project was invelved in
measuring the value of the knowledge assets (adapled from Daniel, 1999, p, 665).

Strategies of knowledge managemeni

Strategics define the methads for achieving the objectives.

Hansen ct a! {1999} studied knowledge management sirategies used in consulting
firms, health care providers wnd computer manufacturers in the United States
during (he 90’s,and idenlified two broad {ypes of sirategy for implementing

knowlcdge management:
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i Codification strategy: Codification is about tuming tacit knowlcdge into
explicit knowledpe; knowledge that is extracted from the person who developed
it and stored in elecironic repositorics, emsily accessible by anyone in the

organisaiion.

2 Personalisation strategy: Personalisation focuses on tacit knowledge and
involves the sharing of knowledge directly among people. This knowledge is
tied to the person who developed it, and is shared not enly face-te-face but also
over Lhe telephone, by e-mail or by videoconference {adapied from Daniel, 1959,
p. 663).

Hensen et al (199%) found that all companies use elements drawn from each
strategy, focussing primarly either on one type or on both. They also found Lhat
the choice of strategy was dependent on the competitive strategy of the

organisalion.

Success indicators for a knowledpe management project

Suceess indicators measure the effectivencss of a knowledge management project,

which includes the dependent variables or the outcome measures.

Davenport et al (1998) identificd four success indicaters for knowledge
management projects during their investigations of the twenty-four companies.

These were:
i Growth in resonrces attached to the project. This refers to increeses in
number of people involved or the size of the budget assigned 1o the project over

ils lifetime:

2 Growih in knowledge content and usage. This is measured by jncrease in

the volume of knowledge stored in repositories;
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3 Organisational initiative. This means that if the projects are the
jnitiatives of one or two individuals they are less likely to succeed than projects

that originate in organisation-wide initiatives;

4. Financial returns. This refers to the financial retum either for the project

itself or for the organisation as a whole (adapted from Daniel, 1999, p. 666).

Success factors for knowledge management projects

Success factors define 1he conditions that lead to success in knowledge
manapement projects, Davenporl ct al (1998) identified eight types of success

faclor for implementing knowledge management praject. They were:

1. Link to economic performance; This involves money saved or eamed.
As argued by Davenport, this is the most important clement for & successfil

knowlerdge management project.

2 Technical and organisatiana! infrastructure: This refers to the level of
involvement through technology and organisational infrastructure for the success

of a knowledge management project.
3 Fiexible lknowledge structyre: Finding the right balance within
knowledge repositories in a project. For example, find the right balance belween

too much siruciure and too little structure in knowledge repositories as

4. Knowledge-friendly culture: implementing the characteristics of a

knowledge friendly culture.

5. Clear purpose and longuage: clearly defined communication and

objeclives ave imporiant for success,
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d. Change in motivational practices; incentives and rewards are important

1o motivale pcople.

7 Mudtiple chaunels far kiowledge transfer.  This means providing
opportunities for face to face contact as well as electronic forms of

communication.

8. Senior management suppor(, This implies providing funding and other

resources for 1he success of the organisation (adapted from Daniel, 199, p. 667),

In summary, (he above research provided an overview of the wark of Davenport ct
al (1998) and Hansen et al (1999) with empirical studies of knowledge
management used by Moody and Shanks (1999) in order to synthesise this into a
theoretical framework for managing success in knowledge management systems.
Well known is the use of Moody and Shanks' theoretical framework to identify
problems and issues in knowledge management systems within the Ausimlian
Health Department,

3.3. THEORETICAL FRAMEWORK FOR MANAGING SUCCESS OF
KNOWLEDGE MANAGEMENT SYSTEMS.

1, The lheoretical framewaork (adapied from Moody and Shanks, 1999)
shown in Fipure 3.1, which incorporales the objectives, success
indicators and success factors of Davenport et al (1998), and the
knowledge management strategies {dentificd by Hansen et al {1599)
were applied to this pilot study.
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Figure 3.1, Model for analysing successiul knowledge management.

Moaody and Shanks’ (1999) reporl on how the Australian Health Depariment
identified problems and issues about knowledge management systems, a5 shown
in the Figure 3.1:
2. Objectives define whal the sysiems was trying to achieve
3. Strategies define the methods used 1o achicve the objectives
4,  Success indicators measure how successful the systems was
{outcome measures)

Success factors explain why the system was successful {causal factors).

BACKGROUND TO ORGANISATION A

Organisation A is a Perlh based family-owned automotive group which was
established in the mid 1980's to offer Western Australian car buyers innovative
options in the purchase, sale and servicing of motor vehicles. Employing over 50
staff, Orpanisation A has several new and used vehicle franchises, and [ive
franchised used vehicle outlels scattered across a large state of an Australian

metropolitan area. Organisation A also has six medemn full equipped “Formula
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One" Aulocare centres, which provide comprehensive car servicing and repairs as

well as spare parts and accessories for high performance vehicles.

Organisation A’s website was designed and implemented by an extemal
consultant and went “live” in July 1999, The initial installation of a
WebAccounting GroupWare application allowed management (o use their Intranet

to facilitate communication and commerce with its stalf, suppliers, and customers.

RESEARCH QUESTION OF THIS CHAPTER

Specifically, I consider the following rescarch question in depth.

In the context of making possible knowledge sharing, how snccessfil is
WebAccounting as a knowledge management system, judged in accordance
with Moody and Shanks' (1999) success factor medel for analysing
knowledge management systems, and researched using a Jargely positivist
approach?

RESEARCH METHOD

In my early investigation of the use and adoption of WebAccounting, I considered
this pilot case study would provide me wilh valuable context end background
reparding the adoption and use of WebAccounting (Wong, 2001c). The research,
which lasted 2-% months beginning int Jun 2001, led me lo consider balh research
paradigms and their human context. For me, this wes the beginning of my journey
to in-depth researeh (Wong, 2001c).

Case study methodology, according to Bums (1994, p. 364), hns been vsed in
information systems rescarch, and is usually qualfative in nature. This method of
research involves observation of a particular group of people or an individual,
such es organisational knowledpe wotkers. Burn (1994) further states that in case

study research, a variely of observation and interview methods can be used as the
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major tools to collect data, thus enabling the rescarcher to focus on the subjects,
contex(s and settings of the study (Pp, 363).

RESEARCH DESIGN (SEE APPENDIX T}

The purpose of this pilot study wes to conduct exploralory reseatch employing
positivist elements into the perception of Australian business knowledge workers
to investipate the question “How successful is WebAccounting as a knowledge
management system, judged according to Moody and Shanks® success factor
model for snalysing koowledge manzpement system?” The following chan
discusses the research design used.
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Goodness of dota

Reflection on the data

Fig 3.2, A summary of the research design
{Adapted from Sekaran, U., 1992, p. 220)

Figurc 3.2 presents an exploratory research model employing positivist elements
and the case study methodology used in this pilot study is presented in this flow
chart (see Fig 3.2). In the first stage, the arca of research perspective, posilivist
perspective, influences the methodology. In the secand stage, the literature review
narrows the type of positivist approach. Here is conducted gualitative case study
research. OQutlined in the third stage, s the selection of research instruments,
which imcludes (1) purpose of the sludy, (2) types of investigation, {3} extent of
researcher interference and (4} meosurement and measures. The data collsction
procedures are through observation of individuals and events. Then 1 applied the
hermeneutic appreach on the imempretation of inferviews, and then this is the

approach again applied on the interpreiation of interview ranscripts. In the fourth
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stage, analyses of dato using positivist approach through a data meta-matrix {table
format matrix) is established. Finally, is the presentation of the summary of {he
findings, which includes establishing causal relationships, correlations, and the

reflection of a reflective practitioner on writc-up.

INTERYIEW TECHNIQUE

1 was able to intervicw six cssential players (ie. 1wo technical supervisors, one
operations director, and three knawledge workers) from Crganjsation A. There
were six interviews each lasting about two hours, focusing on ihe objectives of
WebAccounling systems, its organisallonal impact, its success factors, and ils
success indicators. This interview period is long cnough to gain both conscious
and subconscious thoughts pertaining 1o the participant’s perceptions {(Sampson,
1996, p. 332). All interviews were on the business's premises and we mel in a

quiet office.

In addition to the interviews, [ made follow-up calls to all the six parlicipants
between three and five days afler the initial interview. This process was to
minimise errers of interpretation. | believe that 1 had established a good level of
rappor and irust in the inlerviews and during the follow-up calls, As menlioned
by Belk et al {1989, p. 10}, “...the efTective collection of sensilive information
necessilated a good level of rapport to be promptly csiablished s0 as to gain the

required level of trust,”

The interview questions are characterised by a semij-structured format (Fontana &
Frey, 1954) and followed a funnel-efTect whereby open-ended bread questions
were initially asked to probe the issues in a general way. This, followed by
questions that are more presise, focused on issues specific to this research (Hall &
Rist, 1999, Pp. 291-293). During the interviews, nolations were made of bady
Janpuage styles, including posture, tone of voice, long pauses, and physical
appearance. Goffman (1971, p. 371} commented that these faclors are “all

signilicant int setting the siluation."
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Based on an extensive literature review, [ came up with the following interview

questions:

For Stage One:
1. How does WebAccounting create knowledge reposilories for your

business?

2. What are the abjectives of your business?

3. How does WebAccounling improve knowledge access for your business?
4. What are your perceplions of WebAccounting in managing knowledge as
an assel?

5. How does WebAccounting enhance the knowledge environment of your

busingss?

For Stape Two:
1. What is the slrategic outlook for your business because of employing

WebAccounting?
2. What are your perceplions of how successful are the WebAccounting
systems through supporling strategics, both codification strategies and

personalisation stralegies?

For Stage Three
1. What is your opinion of WebAccounting es a knowledge management

system? How successfutl is WebAccounting?

2. What is your opinion about the growih of resources attached to this
project, ie, pre-adopting, post-adoption and one year from post-adoption of
WebAccounting?

3. Do you believe that WebAccounting has affected the growih of
knowledge and its advantageous use for your business in these three
periods? Why? How?

4. What, is your opinion regarding organisational initiatives resulting from
the adoption of WebAccounting? Why do you hold this opinion?

5. In what direction do you sec your business’s [inancial rctumn in five

years’ time?
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For Stage Four;

1. What is your opinion about the success of WebAccounting as 2

knowledge management system?

2. What are your perceptions of WebAccounting z_tdding to the

economic performance of your business, that is, for each of these three

periods?

3. Do you believe that the technical and organisational infrastruecture

changed in these three periods, through adopting WebAccounting?

4, Do you think that the use of WebAccouniing has brought aboul a
more flexible knawledge structure in your business over these three
periods?

5, In what direction do you see your organisaiion going in term of
knowledpe—fricndly culture through using WebAccounting for each
of these fhree periods?

6. What, in your opinion, has WebAccounting facilitated clarily of
langnage and purpose in communication over each of these three
periods? Do you believe that WebAccounting has changed yonr
organisation’s motivational practices? How has it done this in each
of these three periods?

7. In what way do you think that WebAccounting has supporied
multiple channels for knowledge transfer for each of these thige
periods?

8. What is your opinion of senfor management supporing the adoption
of WebAccounting for each of these three periods?

In addition, informal conversations and decumentary evidence were used in order
to oblain rich process descriptions of the study. After (ranscrption of all

interviews, and reading them several times, they were then related to the matrix.
DATA ANALYSIS

In my pilot study of ‘Organisation A’, I vsed research methods based largely on
the analysis framework of Moody and Shanks (1999). I found (hat it was

necessary to develop a “iable format™ matrix to investigate the organisational
p <
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impaot, success factors, and success indicalors, [ used the table format malrix that
was used in the report of Implementation Guide for Electronic Commerce (2061},
to analyses the dependent and independent varigbles for the four stages in this
siudy. [ developed some modifications to specific featurcs in the table format

matrix to suit better the case of Org A.

The table format matrix (see table 3.1) for stage one could be stated in positivist
terms o address three dependent variables related fo *What was WebAccounting
irying to gchieve™ (1) operations staff perspective; (2) existing customers
perspective; and (3} marketing staff perspeciive. Four independent variables were
utilised: (1) erealing knowledge repositories; (2) improving knowledge access; (3)
managing knowledge as an asset; and (4) enhancing the knowledge environment,
All the six respondents of Organisation A selected a topic frem a list of

deseriptions in the matrix.

Knowledge ffom internal , exlernal soorce
Objestives Operations staff Existing Custemers | Marketing stall
KM project
Create Provide 24hrs Provide guick Information easily
knowledge accessibilityf accurate | responsz on aceessible 1o public
repositaries information provided | request/queries
Improve Facilitate transfer of | Increase in Facilitate transfer of
knowledge tacit knowledge Satisfction tacit knowledge
ACCCSS between individual between individual
Manage Moderalz Nel sure Moderale
knowledge as
an asset
Enhance Imprave conducive Increase in Improve conducive
knowledge environment for Satisfaction environment for
environment | sharing lmowledge sharing knowledge
Table 3.4, Table formats matrix showing sialf concern regarding the objective

of the WebAccounting (Adapted from Moody and Shanks, 1999},

Table 3.2 from slage 2, demonstraled staff concerns regarding the sirategics for
employing WebAccouniing. In positivist terms, the dependent variables for stage
two were (1) the functionality databases, (2) the extemal nelwork components and
(3) tke listserver components. The independent variables were (1) the strategics of
codification and (2) the personalisalion stralegies where they can be used to
customise the preference and screen layouls of WebAccounting system. The

“achieve %" refers to the percentage of management-iniliated stralegy aclually
p
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adopted by stalf. The “polential percent™ refers to the expected percentage that
the stalf had adopted management-initiated strategies. The “gap percent™ refers

1o the dilference between actual and planned adoption.

Takle 3.3 from stage 3, indicated stalf usage of WebAcconnting concerning the
success indicators theorised by Moody and Shanks {1999). Table 3.3 showed a
multiple matrix table format developed 1o investigate the design and performance
for three periods (the pre. post and one-year after the post implementation). Using
positivist language, it could be staled that the sole dependent variable was the
success indicator, and thal the independent variables were (1) the prowih in
resources altached to the project; (2) the growih in knowledge confent and nsage;

{3) the organisational initiative, and (4) the financial retum.

Stape four, shown in Table 3.4, outlines stalT responses to the snccess factors of
WebAcconnting, Using positivist terms, the dependent variable was the success
factor. The independent variables were Moody's cight elements: (1) link to
economic performanee; (2) technical and organisational infrastructure; (3) Mexible
knowledge struclure; (4) knowledge friendly cullure; (3) clear purpose and
lanpuage; (6) change in motivational practices; (7) mnltiple channels for
knowledge iransfer; and (8) senior management support. The table format used
for stage 3 and 4 was inspired by the matrix framework developed in the paper
“Developing a Business Case for Electranic Commerce in Small and Medium
sized Enterprises” {Brown et al. 2001).

LIMITATIONS OF RESEARCH METHOD

The limitations linked 1o the above procedurcs are my rcliance on a small
population (6 interviewees) mather than on a larger population (all siaff) from
Orpanisation A, However, these six interviewees were deeply involved in the
research during the pre and post implementation of WebAccounting system. This
means that the responses from these Interviewees fulfil the requirements of fgour
and reliability in the context of my study. In tcrms of rigour, the inlention was
that this pilot study should demonstrate a sound basis in the theoretical snd
conccptual development inherent in Moody and Shanks® theory. The
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methodological design and exceution has served the purpose of using the findings
in Moody's theory. In terms of relevance. considering the significant problems
and opportunities faced by Organisation A and its staff, the aim was to
demonstraie the applicability of WebAccounting in the resolution of these
difficulties.

34. RESEARCH FINDINGS- RESULTS OF THE INTERVIEWS

FIRST STAGE, THE OBJECTIVES OF WEBACCOUNTING

Objectives define what a knowledge management system is trying to achieve. As
addressed by Davenport (1998b), and Moody and Shanks (1999), a knowledge
management system provides four types of objectives that allow an organisation 1o

achieve knowledge supcriorily.

1. Creating knowledge repositories; the focus of WebAccounting in creating
structured repositories lo store explict knowledge;

2. Improving knowledge access; the focus of WebAccounting in providing access
10 tacil knowledge and (acilitating its transfer between the individuals;

3. Enhancing ihe knowledge environment; the focus of WebAccouniing in lhe
cstablishing an environmenl conductive to knowledge creation, transfer and vsc;

4. Managing knowledge as an asset; WebAccounting invelvement in measuring

the value of the knowledge assets.

Relating to the objectives stance of WebAccounting, the following points drawn
from stall responses to the matrix {lable 3.1) during the interview can be made

with rogard to the four objectives outlined above.

Table 3.1: What was WebAcenunting tryving te uchieve? .

Knowledpe from intemna! , exierne! source
Chijectives Operations Existing Marketing
WebAceouniing staff Customers staff
1) Creale Pravide Provide [nfermation
knowledpe 24hrs quick easily
repositories accessibility response on accessible to
/ accurate requestiquer public
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information ies
provided
2} Improve Faciliiate Increase in Facilitate
knowledpe lransfer of Satisfaction transfer of
access ) tacit ) - tacit
knowledge knowledge
belween between
individuals individuals
3) Manage Moderate Not sure Moderate
lmowledge as an
asset .
4) Enhance Provide a Increase in Provide a
knowledge more Satislaction more
environment conducive conducive
environmen enviranment
t for sharing for shating
knowledge lmowledge

Table 3.1. Table format matrix showing stafl concerm regarding the
objective of the WebAccounting (Adapted from Moody and Shanks, 1995).

Reparding the issug of the creation of knowledpe repositories, all the six
interviewees asserted that WebAccounting creates a virtual information Hbrary
accessible 24 hours a day to stalf across 2il branches, Significant improvement
observed in Crganisation A was due to WebAccounting providing external
knowledge (knowledge from an exiemnal to Organisation A source), making it
accessible to staff’ for more profitable operations. This improved information
exchange has lead (o tengible and intangible benefits in the form of cost

reduction and quality improvement in Organisation A.

In terms of improving knowledpe access, four out of six interviewses
commenied that WebAccounting has helped to facilitate the explication and
transfer of tacit knowledge belween the individuals.

Conceming enhancement of the knowledpe environment, all of the six
interviewces agreed that WebAccounting has helped to establish a favourable

environment for sharing knowledge by creating,
In summary, WebAccounting has successfully created knowledge repositories for
knowledge transformation, sharing, and creation within  Organisation A,

WebAccounting allows staff from Organisation A 1o both use and make clear their
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tacit knowledge which can (hen be codified into formulated in electronic farm,
WebAccounting has alse proven to be successfitl in allowing information sharing

and collaboration across both depariments and business functions.

SECOND STAGE, THE STRATEGIES OF EMPLOYING
WEBACCOUNTING

Strategics define melhods for achicving objectives. Hansem et al (1999), and
Moody and Shanks (1995) identify two broad types of strategy for implementing

knowledpge management system:

Codification strategy: codification is about tuming tacit knowledge into
explicit knowledge, Knowledge exiracted from the person who developed it
and is then slored in electronic repositories, easily accessible by anyone in the
organisalion.

Personalisation strategy: personalisalion focuses on tacil knowledge and
involves the sharing of knowledge directly between people. Knowledge is
closely lied to the person who developed it, and is shared not only face to face
but alse over the telephone, by e-mail and by videoconference.

Hansen et al {1999) found that most companies used elements drawn from each
slrategy, with a focus either on one type or on both topether. The choice of
knowledge management stralegy is usually dependent on the competitive strategy

of the organisation.

To explain the achievement of knowledge management objectives through the
chosen sirategy, il was necessary to explore the three major components of

WebAccounting,

Functionality databases {eg. operational and administration}: These were on-
line databases, which provided access to the latest organisational knowledge,
10 allow inforrnation sharing and collaboration within the organisation.

External network (eg. suppliers and customers): Relate to web-based integrated

systems that use the Intemet to suppori links in the supply chain, These
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networks of systems must interoperate with other systems that suppor links in
the supply chain.

3. Listservers {eg. End-users, videoconference, c-muil) allowed for on-line
discussion of probiems and issues in particular areas of interest, for example in

the marketing and sales activities.

Table .23 The steategies of caploving WebAcennating |

WebAceounting componenls.

Strategics for Functionality dalabases, eg. Extema] network, eg. | Listservers ep end-users
the Openalional & Supplier and customer
WebAceounting administration focus

| systermn

1} Codification Not cadifying because Not codifying beeavse Mol ascerlainable

stralcgios providing access to already providing access to already
codified knowledge cndified knowledge

n Nat ascerlainable ot ascertainablz Involves exchange of
Personalisalion ideas and experiences
stratcgios between

individual end-users.

Strategies for Achieved/Potential/Gap Achieved/Potential/Gap AchievedPolential/Gap
WebAccounting

1) Cadification 0% 0%  20% 1% 0% 20% 5% 20%  15%
strategies

2] 0% (% 0% M 0% 0% 15% 20% 5%
Personalisation
sirategics

Table 3.2, Table format matrix demonstrating staff concem regarding the

objeclive of the strategies for employing WebAccounting (Adapted (rom Moody
and Shanks, 1999).

The simtegy “achieve percent"” refers to the perceniage actually adopted by stall.

The straicgy “potential percent” relers 1o the management expected percentage of

stafT adoption of a swrategy,  The “gap percent” refers to the difference belween

actual and planned adoption.

In mlation to stage 2, “The strategies of employing WebAccounting,” the

following poinis drawn from stalT response to the matrix (1able 3.2} during the

interview can be made with regard to the two poinls outlined above.

Four of out six interviewees idenlified thal the list scrver component fits into the

personalisation stralegy because it involved Lhe exchange of ideas and experiences

between individuals s end-users. The list servers provided for sharing both the
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tacit and explicit knowledge, This facilitated (he exchanpe of ideas and

experience among stalT of Organisation A via c-mail and by videoconference.

All of the six interviewces commented that the other two components {functional
databases and external networks) did not fit into either of the codification strategy
or the personalisation strategy. As such both, the functional databases and external
networks focused on cxplicit knowledge, and were nat concemned with codifying
knowledge. Furlhermore, both these resources provided access only to already

codified knowledge, which resided in electronic format.

THIRD STAGE, THE SUCCESS INDICATORS FOR
WEBACCOUNTING

Success indicalors measure the effectiveness of knowledge management systems,
which included the dependent varigbles or the outcome measures. Davenport ef al
{1998), and Moody and Shanks (1999) identify four success indicators for

knowledge management systems.

Growlh in resources attached 1o the project; this refers to the increase in
numbers of people or the size of the budpet assigned to the knowledge
managemeit project over its lifetime,

Growth in knowledge content and usage: this measure by increases in the
volurme of knowledge slored in reposilories;

Organisational initiative: this means that if the projects are the initiatives of
one or Iwo individuals, they are less likely to succeed than projects that
originate in organisation-wide initiatives.

Financial returns: this refers to the financial retumn either for Lhe project itself

or for the organisation as a whole.
Relating to the success indicator for WebAccounting, the following points drawn

from stall response to the matrix (lable 3.3) during the interview can be made with

repard 1o the four points cutlined above.
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With . Tespect o
orgenisation #A:

b ‘Tuble 3,3: Sucedss Indieatois for WebAceounting
L . Didiea : S

Pre- adupion of
WebAccounting

Post- adoption of
WebAccounting

One years
from post-
adeption of
WebAccounti

_ng

1y Growth in resources
attached to the project

Low

Improved

High

2} Growth in knowledge
content and usage

No on-line
disgussion

Increase on-line
discussion

Exponential
increase on-
line
discussion’
request
{Business
Improved

3) Organisational iniliative

Not
Appealing

Satisfaction

Increasingly
Appealing/
satisfaction

4) Financial relurn

Stagnant

Indications of cost
reduction

Busziness
Improved/prof
it increased

Table 3.3,

Table format showing slafl’ usage of WebAccounting conceming

stecess indicators theorised by Moody and Shanks (1999).

Responding te the scope of growth in resources attached to knowledge
management systems, all of the six interviewees estimated that the total cost of
ownership for implementing WebAccounting project was $98,400. However, ]
cstimated that the annual budget of recurring or operationzl costs would be
£24,000 per annum 2, Responding to the incrense in the growth in knowledge
content and usage, 100% of the interviewees commented that there was an
cxponential increase in information usage since the post adoplion of
WebAccounting,

Responding to the exienl of orpanisational initiative, five out of six
interviewees noted that there seemed to be greater levels of satisfaction on the
part of end users. Furlhermore, I had reports that customer complaints in
gencral  have dropped significanily since the organisation adopted
WebAccounting,

Responding to the size of the fnancial retum, all of the inferviewees

commented that there seems to have been seme reduction in cost, as
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WrebAccounting was able 1o intepraie web EDI with their invenlory,
accounting, end order eniry sysiems. Four out of six interviewees commented
that inegration brought abont an increasc because il greatly decreases human
involvement in information flow, thus making bnsiness processes simpler,

faster, cheaper and less ermor prone.

In summary, the success indicators have indicated that a significant impact to
Organisation A has occurred, The intreduction of WebAcconnting appears to
have improved the qualily of management’s decision-making, and thercby

improved the quality of service provided to customers.
STAGE FOUR, THE SUCCESS FACTORS FOR WEBACCOUNTING

Success factors deline conditions that lead to success in knowledge managemenl
systems, Davenport et al (1998), and Moody and Shanks (1999) identify eight
types of success faclor for implementing knowledge management sysiems,

Links to economie performarnce; this involves money saved or eamed.
Technical and organisational infrastructure; this refers 1o the level of
involvement through icchmology and organisational infrasiructure for the
suceess of knowledge management project.

Flexible knowledge structure: finding the rght balance of knowledge
repositories to a project.

Knowledge-frlendly culture: finding lhe aspects of a knowledge [riendly
culture.

Clear prrpase and langnage: clearly defined communication and objectives
are important for success,

Change in motivatianal practices; incentives and rewards are important 1o
motivate people to the use the knowledge management facility.

Mudtiple channels for knowledge transfer: this means providing opportunities
for face to face contact as well as eleclronic forms of communication.

Senior management support: this implics providing funding and other

resources for the success ol the organisation.
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With  respect

Pre-

Fi for Web Ao

Post-

of |

adoption  of adoption One years from post-
Organisation A WebAccounting WebAccounting adoplion of
system system WebAccounting
syslem
I} Link 1o econemic | Normal Indication of | Streng Indication of
performance Improvement in| [Imprevement in
[inancial savings financial savings
2)  Technical and | Normal Incrensed involvement |  Expeneniial
orpanisational in both Intanet & | increased
infrustructure Internet technology & | involvement in both
WWW infrasinucture Internel & Intrenet
technology and
WWW infrastructure
3) Flexible knowledge | Not Satisfaction Inereasingly
structure Appealing Appealing/

satisfaclion

4) Knowledpe-friendly
culture

Negalive sttitude to
lnowledpe,

Towards positive
attitude to knowledpe,

Posilive aflilude 1o
knowledge,

organisation learming | organisation leaming | organisation learning
low, inncvation low increase, inmovation | increase, innovation
increasing increasing
5) Clear purpose and | Not determined Objectives being | Ohbjectives  being
language defined in company [ defined in company
ission statement mission statement

6) Change in

No incenlives aond

Staff are motivated by

Staff’ arc motivated

motivational practices rewards system incentives and rewards | by  incentives and
system rewards syslem
7) Multiple channels | Conflined to face to| Imemet access for| Face 1o face
for kmowledge transfer | face customer request electronic forms of
commutication
8} Senior management |  Managemenl Indications of | Indications of
support participation law management  supporl | management support
increases inereases

Table 3.4.

suceess faclors theorised by Moody and Shanks (1999},

Table format showing slaff usage of WebAccounting about

In relation 1o stage four, “StalT usage of WebAccounling in regard to success

factors,” the following points drawn from slafT response 1o the matrix (table 3.4)

during the interview can be made with regard to the eight points cullined above,

1. Concemning the extent of linking to economic performance, all of the six

interviewees commented that WebAccounting project has saved significant

amounts of money for Organisation A. However, the estimated total costs to the

owner for implementing WebAccounting project was $98,400. Qrganisation A
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anticipated increasing annual sales by Aus & 30 million {from Aus $100 millicn
to Aus 5 130 million) a year alter implemented WebAccounting.

2. Concemning the scope of technical and organisational infrasiructure, all of the six
interviewees commented that this project vsed Intemet and Intranel 1echnical
infrastruciure, and the World Wide Web, For example, one of the interviewers
commented that they were more refaxed with their daily 1asks afler the adoplion
of WebAccounting. WebAccounting not only make their work easier bul also

pive them fonger colfee breaks.

Conccrning the degree of lexible knowledge slructure, five of the six interviewees
noted that the project involved different levels of slructure conceming knowledge
content. Somec of these have sophisticated indexing structures, for example,
information generated from the integration wilh the internal accounting and invenlory

systems or information transformed through search engines.

In the area of knowledge fifendly culture, all of the six interviewees indicated ihat
there was a positive altitude to knowledge sharing particulatly from suppliers and
amaong other stall, Far example, supplier coordination, including smooth flows of
information provides greater information linkage, enabling a competitive advantage
over their fvals.

Abont the domain of clear purpose and language, all of the six interviewees stated that
the project has provided stafT and suppliers with access to on-line inventory request to
supporl in inventory turmover, It also provided speedy information sharing with
customers.

Concerning molivation to share knowledge, all of the six interviewees commented that
the project has successfully proven that stalf was motivated to share knowledge
through an incentives or rewards system,

In considering the matter of mulliple channels for ktnowledge transfer, five of the six
interviewees staled thal the project has provided two channels for knowledpe transfer,
both electronie, These are through the Intemet for customers to access to the latest
product information and through the {istservers for stafl to share knowledge and

experiences amaongst individuals.
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8. In nssessing the exlent of senior management suppor, all of the six interviewees
commented that the project has promoted by management, and secured their active

paricipation.

In summary, WebAccounting hes addressed to varying degrees of the eight
success factors defined in the framework. WebAccounting has also successfully
provided cost savings 1o Organisation A, Mowing from improved information

exchanges between ils customers and its suppliers.

DISCUSSIONS

This research was undertaken to eslablish whether the adoption of
WebAccounting assisted Orgonisation A in understanding: (1) the value of its
knowlcdge); (2) assessing how well that knowledge is being applied; and (3)

providing strategies for managing and exploiting such knowledge.

I drew several points [rom these findings:

1.  WcbAccounting is identified as the most popular application used by stafT of
Organisation A. It is widely noted as being helpful in its virtual officz
cnvironment as its geographically dispersed branches can collaborate and
exchange information,

2. WebAccounling is able to provide network tools such as shared, indexed and
replicated document databases and discussion threads, as well as shared white
broads, joint document editing capabilities and full duplex, multimedia
communication [eatures. These tools serve to mitigate cotlaborative losses,

3. Substantial cost savings resulted because of improved informatien exchanges
between Orgonisation A, its suppliers, and its customers. These tools serve 1o
add value 10 Organisation A's products and the services to its cuslomers. They
also help Organisalion A to gain a competitive advantage over its rival.

4.  Using WebAccounting to do business may enable Organisation A 1o sirenglhen

its control over iis suppliers.
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These findings suppoert the assertion that WebAccounting has assisted knowledge

management within Organisation A, in line with Moody and Shanks’ modcl_‘ for

analysing knowledge management. Furlhermore, these findings are consistent

with previeus American studies in knowledge management {Davenport, De Long,

and Beers, 1998; Hansen, Nohria, and 'Tiemey, 1998) and Australian studies
" (Maody und Shanks, 1999),

3.5. DISCUSSION REGARDING THE DEVELOPMENT OF THE
RESEARCH APFROACH

This pilet study was at the beginning of the research interest in the use and
adoption of WebAccounting as a tool in orgamisation knowledge management.
Because of this, it rellects an early stage of my understanding of both knowledge
management and research approaches. Perhaps its main benefits have been that it
has enabled me to engage wilh the literator: and 1o provide a general overview of

organisational success factors related to WebAccounting.

The pilot study has altempted 1o address the question “How and why docs the
adoption of WebAccounting systems supporl knowledge management in
facilitaling organisational knowledge sharing and enhancing the environment in
which knowledge arefacts are created and managed." Clues 1o the answer
originate in the four stages of Moody and Shanks® theory. There they outlined the
reasons why organisations were becoming jncreasingly aware of knowledge
orientation, and the critical success factots and indicators that they need to identify
for an efTective and elficient knowledge management systems. As suggested by
Davenporl (1998) and Hansen (199%), an understanding of the sbove areas, as they
relate 1o the development and adoption of WebAccounting may assists companics
in the following ways:
Firstly, an understanding of WebAccounting can give some insight into the
development of critical factors that may lead to the success of building a
tangible, pragmatic entity for knowledge management systems {Davenpor,
1938b}.
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Secondly, an understanding of the features and functions of WebAccounting
and (heir respective benefits may help companies 10 maximise the elliciency
and cfTectiveness of adopling WebAccounting (Moody, L & Graeme, G 1999).
Thirdly, an undersianding of the development of critical strategies may allow a
company to identify, improve, protect and exploit the value of organisational
knowledge (Remenyi D, 1999a),

! come 1o understand that such & peneral study would be of only limited
significance because it was toe broad to be of practical use for practitioners and
theareticiens. I realised that T needed to focus the rescarch interest in a specific
arca in erder to make & significant contribution to knowledge in the ficld of
information and knowledge management. I realised from my experience of the
pilot sludy case study, and from installing and using WebAccounting, that my
central concem wos now in the arca of the conversion of tacit to explicit
knowledge (Wong, 2001c). [ also realised that I would be able, from my
experience as a conshllani with Organisatior. A, to contribule positively by
commenl, analysis, and insight. As a cousultant, I worked as pan of the
knowledge worker team and became a ftusted member and part of the "tribe™;
lhence, | would be able 1o use ethnopraphic rescarch approaches to deepen my

enalysis.

[n terms of research method for the pilot study, I realised that limitations due to
the number of research participants would be an issue. Such a small sample size
would influence the value of the findings. Moreover, researching a single
company made it difficult 1o generalise any findings, thereby risking the
possibility of researcher bias (Sekaran, 1992, p. 18). However, the research
method did employ certain ¢lements of positivist approach in the formulation,
testing and validation of Moedy snd Shanks® theary in that it specified the
independent variables, dependent variables, and the relationships among them
(Moody et al, 1999). The dependent varizbles represented the outcomes that the
company was interested in achieving, while the independent variables represenied
factors that influence the outcomes their manipulation and chenging is possible,
‘The manipulation ol the independent variables in order 1o achieve the desire levels

in the dependent variables is a well-known problem,
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1 came to realise (hat by using a positivist approach, I had no choice but to engage
in the reseprch activities of “normal science,” whicﬁ were theory-driven, not
practice-driven (Markus, 1994, p. 125). As mentioned by Benbasat and Schraeder
(1997; p.38), theery driven research refers to empirical research with conerete
recommendations, synthesis of prior research, and critical essays about practice,
and pracliée driven researeh includes evaluation research and policy research with
promising alternatives to applied theary rescarch (Davenport, 1998b; Markus,
1989, 1994a, 1994b). While published practice driven research is usually by
consultants, oflen this researeh suffers in that it seems to lack rigour {Guba, 1994,
p. 114). Nevertheless, consultants are typically faster at identifying practitioners’
needs for rescarch, 5 they frequently produce good (if not rigorous) research as a

key success factor in their relationship with their clients (Guba, 1994, p. 118).

On further consideration of the pilot study, [ realised that there would be two
general limitations with a research approach based within positivism (Weng,
2001c).

Wilh a focus on objectivity, research fargets, and research methods, there
adses a risk of an over-reliznce on understanding conclusions based on ihe
objective measurements within the positivist paradigm. For example, the social
structures of reality arc perceived by the positivist researchers to be modelfed
(rather than interpreted or recreated) and thus such researchers oflen make
assumptions derived from moral judgement or subjective opinions (Guba,
1994; Chu, 1986). 1 quickly realised, however, that the subjcctive opinions and
judgements [ gained from my six months work experience as an intemal

consullant for Organisation A were very important sources of research insights.

1 further realised, that during my siudy of Organisalion A, that in a positivist
approach, deductive and inductive analysis can easily fail to capture important
humanistic issues (Guba, 1994, p. 115). With a tendency to deny ihe role of
some aspects of human judgement and experience, “data” has an arificial
anthoritadan voice (Jonsson, 1991; Guba, 1994). For exalﬁp]e, the positivist

form of inquiry dominates reasoning in practical questions and thereby
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redueing the imporiance of intentiona! humen actions (Orlikowski & Baroudi,
1991 p. 114), Positivist research tends to sel up controlled experiments so a5 to
manipulate cedain variables while keeping other variables fixed (Elirschheim
et al, 1997, p. 5} By these means, the researcher sceks explanations through
cxternal and measurable factors, stimuli, to discover universal laws or principle

that depict causal relationships (Hitschheim et al, 1997, p. 7).

SUMMARY AND CONCLUSIONS

When I fooked back reflectively, I noted that the pilot study of Crganisation
A was based on the assumption of using objective worldviews as resources
in researching knowledge management systems (Hirschheim et zl, 1997,
Orlikowski & Baroudi, 1991; Hirschheim & Klein, 198%; Chua, 1986;
Burrel & Morgan, 1979). From ihis, the controlling of human behaviour
through instrumental and strategic actions within their knowledge
management processes and practices zllowed me to understond,
characterise, and measure organisations and proups that were using a
knowledge management system in some apparently objective manner.
This led to my discovery that objective reality is largely independent of
human subjectivity, Furthermore, employing the positivist approach in the
prediction of and the undersianding of human behaviour through the
testing of Moody’s framework of ma]ysing suceessful knowledpe
management has failed to explain the historical and contextual influences
on human action,

I am reminded of the work of Jonsson {1991) who recognised that survey
research and controlled experiments do provide a rigorous basis for the
statements that are made, but tend to cut the researcher off from discovery
of non deterministic and reciprocal relations in social systems. Positivist
research has institwlionalised the criteria of validity, rigour and replicability
that dominate the conduct of social research and lends to preclude the
thought that humans can be active initiaiors of processes that may change
the world (Hirschlielm et al, 1997; Walsham, 1995; Orlikowski &
Baroudi, 1991).
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(Persanal observation, April Eﬂﬂz)J

I realised that employing a purely positivist approach would be inadequate for my
overall thesis investigation of WebAccounting as an agent in converting tacit to
explicit knowledge, since my experience and research at Organisation A. could
only inadequately represent 'truth’ on the besis of a positivist view. I wanted to
incorporatc an understanding what Walsham (1995) refers to as connections and

wholes concerning the use and adoption of WebAccounting.

I sought an altemative appreach, and decided thal the interpretivist research
perspective might serve as an alternative to positivist rescarch as it offered to
address the issues that underpin my major rescareh study that is, the argument that
information is knowledge, and that information is also social (Jonsson, 1991).
This means the assumption that the end-product of information is an interpretative

act performed by an individual on data in context,

Although my Masiers level research employed the positivist patural science
paradigm, 1 began to doubt the adequacy of the approach conceming my
WebAccounting research, Hence, I began a second pilot study in the use and
adoption of WebAccounting. I decided to immerse myself in the interpretative
research paradipm both for study experfence and to understand better the use »f
knowledge management systems from another view. This view made known in

the next chapter.
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CHAPTER FOUR:REFLECTION ON A KNOWLEDGE MANAGEMENT
CASE STUDY WITHIN AN INTERPRETATIVE APPROACH.

Interpretivisn asserts that reality, as well as our kowledge thereof, are social

products ond Jience incapable of being understood independent of the seciol

octors (including the researcher} that construct and moke sense of that reality.
{Orlikowsiad and Baroudi, 1991 p. 113)

OVERVIEWY OF THE CHAPTER

This chapter provides anolther example of the use and adoplion of ihe
WebAccounting Knowledpe Management systems (Wong, 2001b} but this lime
using Oikowski’s and Baroudi’s understanding of interpretivism, It was my
serond rosearch pilot study in the use and adoption of WebAccounting. I
conducted 1his research, involving what I have named “Organisation B"
(Organisation B) in the beginning of September 2001 and April 2002. The
findings of the first stage (conducted in Sept. 2001) of this pilot study were
analysed and formed a paper, which I presented at the Second International Web-
B Confersnice (Nov. 2001, Proceedings, Wong, 2000b). Foliowed up in April
2002 the second stage formed the continuity of this chapter, In this study, I
decided to immerse myself in the interpreiative rcsearch paradigm while
cxperiencing the background and context of WebAccounting for my overall thesis.
1 present (he research approach used in Ihis chapter, based around elbnography
and interpretivism, and then consider its suitability for my purposes and for this
pariicular setting. As already mentioned in Chapter Three, where | deseribe my
pilot sludy in employing elements of positivism, here, there was ne attempt to
predict human behaviaur. I was scarching for en nuthentic means of conducting,
investigating, and recording my experience in the research field, with the use of
ethnography supporling interpretative qualitative [lieldwork. As mentioned by
Prasad (1997, p. 100), the ethonographic approach depends heavily on
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interpretivism, and incarporates thres important elements: - (1) thick descriptions;
(2) a focus on cultural context; and (3} immersion and connection. Thick
description refers to a detail, comprehensive account of the research situation, and
the need to represenl mulliple perspectives such as reflecting on the weak and
marginalised as well on ihe sirong and powerful. The cultural context of
ethnography refers to how the determination of the research's shape is by the
parlicipant’s interprefations of the research situation. Closeness within the social
situation and personal conmectivity with the parlicipants arc necessary elements of
any elbnographic study (p.106). Prasad furher identifies ethnography’s
anthropological tradition and with its “emic” f{ocus, concenlrates om local
interpretations, and by the grasping of the insiders’ point of view. Elhnographers
*...1ry to understand any situation based on the meanings that it holds for reievant
social actors™ {(Prasad 1997, p. 106).

I discuss what the literature presents as onlology, epislemology, theory and
praciice related 10 the interpretative spproach. In deseribing and analysing
WebAccounting, (a Knowledge Management sysiem which had been adopted by
Organisation B, I used Poner's {1986) traditional supply chain, and Papazoglou
and Yang's (2000) Integrated Value Chain Analysis model to investigate the
management of shared knowledge within Organisation B, WebAccounting's
dominant investigative methed is with an interpretative paradigm to provide
releyant insiphts for my overall research and to cxemplify the strengths and

weakiesses of an interpretative rescarch approach.
4,1, WHAT IS INTERPRETATIVE RESEARCH?

According 1o Walsham (1993, p. 4}, interpretative research in information sysiems
locuses on understanding the context in which the information syslems is placed,
and how that informalicn systems influences and is influenced by that context. In
contrasl to the positivist views, the interpretative approach focuscs on the
understanding of human behaviour through social constructions such as Janguape,
consciousness and shared meaning from the participants who assign meaning to
these phenomena (Meyers, 1994a, 1994b, 1995; Boland, 1991; Orlikowski &

Baroudi, 1991). Interpretative research does nol generally predefine dependent
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ond independent variables in a tight research design, but tends to focus on the
complexity of human sense-making as the situation emerges (Meyers, 1995, p.
51).  As mentioned by Burrell and Morgan (1979), Inlerpretivism seeks an
explanation within the realm of individual consciousness and snkjectivity. The
interpretative approach aims at understanding the inter-subjeclive meaning
embedded in social life to explain human behaviour and takes into consideration
language and human communication (Gibbons, 1987, p. 3). Reality is assumed to
be understood from 1he perspective of the parlicipants who make sense of a
situation and that social reality is interpreted by the rescarcher wha examines it
{Williams, 1996, p. 103). Thus, the interpretative approach asseds that human
knowledge of reality, including the domain of humen action, is a social

construction by human aclors, including the researchers (Walsham, 1993, p, 5).

INTERPRETATIVE APPROACH ~ UNDERLYING ASSUMPTIONS
IN KNOWLEDGE MANAGEMENT PROCESS AND PRACTICE

According 1o Orlikowski and Baroudi {1991, p. 113}, the interpretative approach
is based on subjectivist understanding of human behaviour in organisations.
Interprelivism employs a dialuctical hermencutic approach, wherchy hermeneutics
is primarily concemed with the meaning of a text or text analogue (Myers, 1995,
p. 51). This approach recognises 1he life-environment context, and thereby allows
the researcher lo study the mutual understanding among participants within the
inter«subjectively shared worldview of participants (Orlikowski & Baroudi, 1991,
p. 114).

ONTOLOGICAL ASSUMPTIONS

Orlikowski and Baroudi (1591, p. 115) describe ontology as the nature of the
world around us: ontology deals with the reality of knowledge. Generally,
ontologically, researchers assume the social construct of the nature of reality
throtigh languapes, consciousness, and shared meanings; however, it may be
perceived and struclured through idees from various different fanguages and
cultures {Walsham, 1995, p. 5). As mentioned by Orlikowski et al. {1991, p. 115),
research employing interpretative elements concentrale on the study of ways in

which social reality is a meaningful construcled stelus quo. This means that an
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interpretative approach deals with the nature of reality by claiming that no
independent reality exits, but rather, an inter-subjective construstion of the human

own cognitive apparatus (Walsham, 1995, p. 6).

EPISTEMOLOGICAL ASSUMPTIONS

Walsham (1995, p. 5), o leading advocate of the interpretative paradigm states that
in an interpretative approach, the epistemolopical stance on the nature of
knowledge claims that facts and values are interiwined and hard to diseniangle. In
a similar view, Orlikowski and Baroudi {1991) identify that episiemology as the
ways and means by which we can obtain knowledge. They further comment that
cpistemological assumptions arc concemed with the understanding of social
processes, and involve getling inside the world of those involved in it. To this
end, the research methods used, such as in-depth field studics in the form of case
studies, ethnographic studies, and participant observation, generate knowledge

0

using this paradigm (Walsham, 1995, p. 7).
FROBLEMS OF INTERPRETATIVE APPROACH

Orlikowski & Baroudi (1991) and Walsham (1995b) assert that thers are
limitations 1o the interpretative approach to information systems researeh.

It is unable to evaluate critically ways of life observed by the researcher, and is
iherefore unable 1o analyse instances of false consciousness and domination, that
prevents the actors ftom knowing their truc interest {Walsham, 1995b, p. 380).
For example, the tesearcher reproduces his personal reflection of intemal

perceptions rather than critically understanding the sitvations studied.

It ignores political activities and political interest’s attempts to desiroy a balance
between individual and colleclive interest. For example, interpretative research
avoids conllicts in goals and attempts to achieve consensus among participants in
the Knowledge Management processes, This means interpretivism doss not look
at how 2 paricipant’ uoderstanding is distorted through false consensus,
manipulation, and domination (Walsham, 1993z, p. 75).
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The relevance of these points to the pilot study is detailed in the latter section of

this chapter.

4.2, QUTLINE OF SUPPLY CHAIN MANAGEMENT AND
KNOWLEDGE MANAGEMENT IN GENERAL

In this chapter, I present research accounts to examine the Knowledge
Management processes and practices in a non-profit organisation named
Organisation B, This pilot study was conducted in a manner that included
interpretative elements. Michael Porler’s (1985, 1986) value chain analysis and
Papazoglou and Yang’s (2000) Integrated Value chain Analysis mode] arc used to
provide insights into the challenges faced in the adoption of the WebAccounting
system. In the past, organisations successfully used these models to evaluate the
positive impacts of gaining competitive advaniages. For example, “SET" (see
www.selcom.org) used Papazoglou and Yang's (2000) Integrated Value chain
meodel to support secure EDI, in which their transactions guarantee integrity of
information, confidentiality and non-repudiation {Papazoglou & Yang, 2000, p.
8). Another specific example is “Common Ontologies™ (see www.onlolouy.org)
being developed in several induslry sectors parficularly in the U.5. It adopts
Papazoglou and Yong’s model to preserve and extend its EDI infrastructure, by
leveraging semantics and structurc of EDI standards such as “X12” and
“EDIFACT”. In this way, its workllow and business processes can cemmunicate
eflectively with X12 and EDIFACT documents, and ils trading pariners can
interact without misunderstanding {Papazoglou & Yang, 2000, p. 8).

It is conventional wisdom that in order to succeed in the digital economy, an
coterprise must undersiand its core competencies and how it can meintain its
competitive advantage (Wong, 2001b).  Sometimes, the achievement of
competitive advantage is by forming alliances with pariners in order to provide
customers with services that knit together seamlessly. Cambridge Technology
Partners slates that

A value chain imtegration is the process in which multiple enterprises
within a shared market cooperatively plan, implement, and marage
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(electronically and physicaily) the flow of goods, services, and
information fron point of origin to point of consumption. (Cambridge
Technology Parincrs Report, 1998, p, 10)

PORTERS YALUE CHAIN AND INTEGRATED Y+ i.UE CHAIN
ANALYSIS MODEL

As shown in figure 4.1, Porter /1985, 1986 sintes that the value chain analysis
model can be viewed as a method of looking at 4 business, with its main objcctive
being to identify ways in which competitive advantages can be achieved, The
mode!l applics to situations involving different activity sectors such as: (a)
organisational infrastructure. (b} homan resources management, {c) information
fechnology developments, and {d} procurcment sectors. The five primary value
adding variables are (a} lnbound Logistics, (B) Opcrations, {¢) Outbound
Lapistics, (d) Marketing & Sales, and () Service. To use this model, all of the
examined business aclivities sought ways ofl improving elficiency and cost

reductions 1o increase profit margins.
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Figure d.1. A diagram showing Porters Value Chain Model. (Adapted
from Micheal E Porler, 1986)
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Papozoplon & Yang (2000), authorities in supply chain management who applied
the latest value chain made] to information systems, state that the achievement of
value chain integration is through a system of internal processes, programs, and
data repositorics. They need not stand alone, but inicroperate with each other in
order 1o suppott the supply chain of the organisation. Considered in this light,
WebAccounling provides value chain integration, since its web-based integrated

system uses the Internet 1o support links in the supply chain.

Papazoglou & Yang (2000, p. 2) further state that for a successful business to
improve ils ¢-commeree fransactions, the integraled value chain systems should
cul across departmental boundaries. WebAccounting allows for such an
intepraled view of business elements by allowing tacil and explicil knowledge
sharing and distribution. Papazoglou and Yang also indicate that integrated value
chain systems can be achieved through the utilisation of distributed workilow
technology that allows business processes to be shared and passed across the value
chain so as to create networks thal could lead to more efTicient organisations, The
distributed workflow technology could be made up of integrated business
funclions, application program interfaces, and data warehousing from cxisting
legacy systems. When deseribing Organisation B, T show thal such 2 disidbuted

workilow technology is available through WebAccounting

ROLE OF TECHNOLOGY CHALLENGES AND INTEGRATED
VALUE CHAIN ANALYSIS MODEL

In this section, I shall tum to take a back-to-front tour through the value chain,
looking brelly at technological challenges within each link. Figure 4.2 depicis the

links in the value chain.
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Figure 4.2 Links in the Porter (1986) Value Chain model are

shown as a series of stages.

According to a rcport by Cambridge Technology Pariners {1598, p. 9), in the

digital
supplie

ecanomy, an enterprise must have (he ability 1o exchange data with

rs quickly and easily, regardless of format. The report also states that data

formals can be basced on slandards, such as Extensible Mark-up Langnage (XML)

or Ele

cironic Dala Interchange (EDI}. When employing WebAccounling,

examples of value chain activities are:

1

2
3
4,
5

. lnobound Logistic.

. Operations,

. Outbound logistics,
Marketing/Sales.

. Customer Service/Support,

Inbound logistics systems must recognise and understand data
originating outside the enterprise, and replicate and transform it for use
in internal and extema) downstream processes. Examples arc inbound e-
mail and posting.

Operations systems, which include repositories for sloring explicit
Iknowledge, form the centre of the value chain. In the digital econemy,
all-operational activities can share data at maximum network speed
among internal and exlemal pariners, thereby performing value-adding

ProCEssEs,

3. Ouwtbound logisties activilies involved individval stalT roles and lasks

associated with managing the customer and supplier relationship. To
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integrate transactions inlo accounting and purchasing systems better, the
outbound logisiii: system facilitates electronic invoicing.

4. Sales, marketing, custower’s service, and suppot{ are the customer-facing
links of the integrated value chain, In the digital economy, custorﬁefs are
required 1o have an authorised read-and-update access to entﬁrprise data
that will supersede obstacles presented by an operatioﬁal, internal
application silo. In retumn, the companies can interact with customers
through a varety of delivery channels, Consequently, this provides
companies with the chance 1o consolidale, aggregate, and deliver data
over the Web and any other outbound channels intuitively and
immediately (Cambridge Technology Pariners’ Reporl, 1998, Pp. 9-10}.

Having identificd how organisations ¢an gain competitive advantages through the
literature of Porer's supply chain management and Papazoglow’s & Yang’s
{20000 integrated value chain management, the next scction describes the
empirical research on Porer’s supply chain management of Organisation B,
Section 4.4 outlines the theoretical framework used lo examine the use and
adoptiou of Organisation B's WebAccounting system. Section 4.5 outlines the
research methodology for this pilot study. Section 4.6 prescnts discussions of the
findings with arguments directed to the literature, and concludes wilh discussions

regarding the development of the research approach.
4.3. BACKGROUND OF ORGANISATION B.

Organisation B is a worldwide movement of people who campaign for buman
rights. It is independent of any government, political ideology, cconomic interest,
or religion and mobilises volunteer activists in more than 140 couniries and
territories in every part of the world, To help raise funds it sells a vardety of
merchandise to its members and to its supporive customers. The Australian
branch of Organisation B has been open since 1977, end the Branch Execulive
Committee forms the base of its management siruclure, which consists of a
President and a Vice-President, a Secretary and a Treasurer. Thete is a commiltee
composed of ten members, who coordinate and provide help for action plans and

campaigns, The Australian branch currently has only fen paid full-time staff
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members, and income comes from Government grants, membership subscriptions,
pledging, direct mail campaigns, and other fund rising netivities such as Star
Day. The Auslralian branch has also opencd three souvenir shops, which sells

Qrganisation B’s merchandise and souvenirs.

Deposits of incoms to the National Income Account come from allecated
membership fees. Other income generating activities specifically relate to branch
operations such as, the Star Day Group, and other events and merehandising
income are directly deposited 1o regional accounts which helps offset operating

costs.

The Australian branch has a few other small working groups. These work groups
organise individual or joint events and help te orpanise the main fund raising
cvent, Star Day. The regional oflice currently has seven letler writing Networks
operating, This is in addition to the general “Urgent Action Network." Also there
are a range of specialist nelworks focussing on the arcas of health, legal issues,
religion, wonien, unions, journalists, and writers.

A

The "Urgent Action Network™ currenily has 1230 members, and includes

community groups and over 30 school groups.

In 2000, the legal network responded to ahout 30 “Urgent Actions” perlaining to
legal issucs such s imprisonment wilhout fair trial, the death penalty, and threats
to and intimidation of human rights lawyers and other legal professionals.

The Religious Persecution Network includes individuals, schools, and church
groups. Members receive “Urgent Action” cases [fon a range of countries es well
as information about the intemational campaipn called the Universal Declaration
of Human Rights campaign, The Health Professionals Networks also distributes
letter-writing actions to its members of the network as well as publishing articles
in the AMA bulletin,

In the next section, I shall tum to address how Qrganisation B's strategic plan

translates into critical success factors.



Organisation B’s strategic business planning process begins and interacts with its
mission and long-range goals and objectives. These goals and objectives promote
the chservance, through aut the world, of human rights as set out in the Universal
Declaration of Human Rights, through impariial action end the intemnational
solidarity of & worldwide movement of people.

From this Organisalion B's goals and objeclives translate info eritical success
factors. These critical success factors address the success measurement criteria for
Organisation B's Knowledge Management systems design, and its development
activities at Lhe laclical, operational and control levels. However, these critical
success factors would also enable Organisation B to produce quality services to

salisfy its members and customers. These critical success faclors are:

Implementing, utilising and improved Knowledge Management sysiems.

Improvements in increased levels of Knowledge Management makes
information casy to find and share, as contcnb’documeﬁl management,
comelation and indexing information, dynamic publishing end customer
profiling can facilitate collaboration.  Consequently, an increase in
collaberation stemming from improvements in personnel elMiciency would lead

Organisation B to achieve productivity gains,

Integrating marketing functions with the Internet

Savings may also be realised from efMiciencies, eg, using the Internet as a
medium for campaigning for human rights. Organisation B can create savings
on the promotion of the observance oi’ human rights by making information
casily and widely available on the Intemet. With greater ease of information

aceessibility, its members® satisfaction might actnally increase.

WebAccounting would assist these critical factors and to support Organisation B’s
attempts to achieve an integrated view of all business elements that cul across
deparimental boundaries and assist them to manage the entire operational low of
the husiness.

145



EMPIRICAL RESEARCH EMPLOYING PORTER SUPPLY CHAIN
MANAGEMENT ON ORGANISATIONB. -

I use Porter's value chain analysis framework to ocutline Organisation B’s
business-to-business supply chain and to investigate the impact of implementing
WebAccounting. This allows large volumes of information to flow across
organisational boundaries, thereby transforming the relationship between trading

partnets.

The first part of this section is devoted to exploring the fellowing fectors:
1, The nature of markets and distribution channels,
2. Organisational structure and process;
3. Buyer power influence and the implementation of WebAccounting with

the organisation’s suppliers, members, and customers.

In Organisation B, sta{l members are constantly exchanging information about
their activities with their suppliers, their members and customers through business
meetings, exchange of docur . = by telephone, telex and by using facsimiles.
The implementation of Webacu. .nting would facilitate data warehousing as it

allows large volumes of information to fow across organisational boundares,

Holland, Lockelt and Blackman (19%2a, p 541, 1992b) suggested that “the general
organisation can cover the whole of the supply chain from inveitory te customers
and for each industry sector the number of siages may vary.” Figure 4.3 depicts

the links of 1he supply cbain for Organisation B.

Customert

Sunalier
New  Mombers,

Organisational
Strueture &
Process

Disiribution
Chamcls

Non  Govemnment
Organientions

Figure 4,3. Links of supply chain for Organisation B

WebAccounting is applicable in many parts of the chain, I have eggregated the
chain in order to produce a pemeral conceplual selution for Organisation B,

146



showing a reduction in the number of slages to three main ones- {a) supplier, (b)
intemal/organisational process, and {c} custormer/members.

These stages enabled the management team of Orgenisation B to develop a
generic scheme of supply chain management for them to use regardless of their

position in the chain.

SUPPLIER-RELATED CHANNEL

Holland, Lockett and Blackman (1592a, p. 540} state that “The strategic EDI
model contains several factors such es supplier-related stage, internal operations
and customer-related channels, which arc importani for planning EDI links with
supplicrs. In the past, only companics with a dominant market share were able to
impose trading terms on suppliers that included EDI arrangements.” However, the
trend has changed. The implementation of WebAccounting in Organisation B has

cnabled them to be able to contro! their suppliers in the end.
INTERNAL OPERATIONS CHANNEL

Holland, Lockeit, and Blackman (1992a, p. 541) also state that “The intemal
operations were concerned about the implication of WebAccounling with
suppliers and customers on inlemnal operations, and how these can be exploited for

the benelit of the organisation.”

In Orpanisation B’s case, WebAccounting has created a knowledge repository for
sloring explicit knowledge. It has created a virlugl ‘information Library’
accessible 24 hours a day by Organisation B siall across all branches within
Anstralia. This resulis in improved information exchange resulting in increased

intangible benefits, cost reductions and quality improvements.
ORGANISATIONAL STRUCTURE AND PROCESS CHANNEL

Holland, Lockett, and Blackman {1992a, p. 541} also assert that eleclronic data
interchange may link customers with suppliers thus aflecting the nature of

bnsiness relationships. For cxample, individual roles and tasks associated with
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managing customer and supplier relationships therefore change. From this, the
achievement of stalf and cosl reductions throughout the whole organisation took

place and this demonstrates an extension of the value chain.

For Organisation B WebAccounting became imporlant for information sharing
with both suppliers and customers, for strategic communications between their
subsidiary companies, and for information application processes, such as order
cntry.  WebAccounting has also enabled Organisation B to facilitate elecironic
invoicing to integrate transactions betler into accounting and purchasing systems.
These processes have resulted in betler guality and timeliness of information so

that orders can be placed more frequently and in smaller, but economic, quantities.

CUSTOMER-RELATED /DISTRIBUTION CHANNELS

In Organisation B’s case, the number of ownership stages measures the length of
the supply chain from its supplier 10 its customers. If there are a high number of
ownership stages, it is more likely that it involves a traditional chain of market
hierarchics (ie producer, wholesaler, retailer, and consumer}. However, a
potential altemative chain for Organisation B to utilise would bypass the
wholesaler, resulting in a lewer purchase price for its customers. In reality,
Organisation B is likely to retain as high a portion of the savings enjoyed by its
cuslomers and members as is allowable,

In Organisation B’s case, the intmduction of WebAccounting and its subsequent
integration lias led to gains in efficiency and a reduction of manual data entry
emors. This can be coupled wiih redirecting cmployees from tedious manual tasks
to resolving critical business issues in order to improve margins, reduce inventory

levels, improve intemzl processes, and otherwise reduce extraneous costs.
In summary, the above empirical study of Organisation B, employing Porler’s

supply chain management, provided valuable insights into the challenges of using

and adopting WebAccotnting systems.

148



4,4, THEORETICAL FRAMEWORK FOR EVALUATING THE
COMPETITIVE ADVANTAGE OF ORGANISATION C ADOPTING
WEBACCOUNTING

In this section, I describe the theoretical framewerk of Papazoglou and Yang's
{(2000) Integrated Value Chain Anélysis for investigating information flows of
organisaticnal business processes and focus on competitiveness and the ‘role of
technolagy (refer to fig. 4.4). The integrated value chain analysis has assisted
Qrganisation B in regard to the extent in which its staff members were involved in
different finctions {ie. general management and regional action networks stall'and
technical stafT),

Business Value

Jotegrated  Valne Chain  for
Orpagisation B

Business Transactions Converged
Intranet/Extranet integration tools used for its | E-Commerce
business outputs involving education issues,
human resources issues, day-day sales
operations issucs, activism activities ete
Process Aulomation Work [low
The integration information [ow of
administration, (inance, marketing, buman
resource management processes elc.
Information Sharing Collaboration
Content/document management, correlating | Knowledge
and indexing information from activist | Management
groups, volunteers speaker groups, staff
interactions, information gathered from
members and the communily as a whole L |
Information Access Electronic
Quarlerly and annual repors, business | Publishing
information  kits, merchandise catalogue,
public events ete

Efficiency/cost Savings

Fignre 4.4. The proposed integrated value chaiu model for
organisation B

As we can see in this proposed framework, WebAccounting is taking on a much
broader and more strategic role in supporl of business requirements- one that goes
well beyond the efficiencies and cost savings lo be achieved through electronic

publishiug.
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RESEARCH QUESTION OF THIS CHAPTER

Specifically, here I consider the following research question.

What insights, cspecially regarding competitive advantage and the
managemeni of knowledge in an organisation in the context of the
adoption and use of WebAccounting, can be gained by using Porter’s
value chain model (1986) and Papazoplou & Yang {2000) value chain

integration model, rescarched using a largely interpretivist approach?

RESEARCH METHOD (SEE AFFENDIX 2)

In an attempt 10 answer the above research question, this chapler incorporates a
pilot case siudy of a non-profit organisation - Organisation B. The following
research method is applied only 10 this pilot study in this chapter, It provides me
with valuable context and background for understanding the research paradigm
lowards my major research, which I will discuss in Chapler Six. This was my

second venlure {nto case study rescareh; the first discussion was in Chapler 3.

According to Yin (1994), case study methodology has ofien been used in
information systems research, and it is usually qualitalive in nature. This method
of research involves observation of & particular group of people or an individual.
In a similar vein 1o Yin (1994}, Bums {1924, p. 365} states that in a case study
research, a variety of observalion and interview melhods can be used o3 major
1ools to collect data, hence enabling the researcher 1o focus on the subjects,

conlexts and setling of the study.
RESEARCH DESIGN

In my aitemnpt 1o usc an interpretative approach, embodying rich pictures, I have
been influenced by Checkland’s (1972, p. 87) sofl-system methodology (SSM).
As mentioned by Checkland (1972, 1991), S8M allows ‘what is® and ‘what could
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be’ ta exist simultancously for a rescarcher investigating a real-world problem,

This allows the development of an impression of the *situation of concem’, and

accommaodation of large numbers of ideas making progress towards a consensus

of ideas (Duczynski, 2001, p. 20).

Conirbutor Devalopment
Team

* Fundralsing Slrategls

* Merchandsing slaff

* Servica Centre Stalf

* Corperate and membership
fundralsing slaft

Matlonal Executlve
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* Mational Treasurer
* Matlonal Secrglary
* Elocted Membars

(©

Activist Support Toam
(AST)

* Roglonal Activism Coard.
* Shrateglc Acllvism Coord.,
*+ Natignal Events Coord.

* Candlp Day Coord.
* Reglonal CD Stalf

Activist
Supporl &
Davelopment
Commitee

National Exetuilva
Coemrmltles

* Branch President
* National Treasures
* National Secrelary
*Elected Membors

Internal
Manzagemenl
Commitlee
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Figure 4.5. Rich picture of Organisation B
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Rich piclures are receiving recognition as a significant form of imagery, a form
that can interweave the factual wilk the feef of 2 situation. As mention by
Duczynski (2001, p. 22), rich pictures allow complete expression of events and
relationships. They bring emotions and interpretations that are superior 1o written
text, s they convey meaning beyond the metaphorical, as they encourage a deeper

and more personal level of analysis,

Rich pictures encourage a qualitative analysis and an cxpression of ideas that
requires the drawing of pictures as well as taking notes and writing prose
(Checkiand, 1991, p. 45). My rich piciure in Figure 4.5 is a form of the issue [
faced and even though it daes not align exactly with the SSM approach, il was
valuible 1o me as an aid to understand the function of Crganisation B, In the rich
picture, people ogcupy various positions within the orpanisations and these
positiens offer various picces of information for consumption, and conceal others
{Duezynski, 2001, p. 22}, In my rich picture (fig. 4.5), I was mare concemed with
the people and the information resources available to them. My role was to secure
an approach for bringing the people and the information together; blending them
into a single well functioning associnte that fosters shared understanding and

knowledge.
RESEARCH SETTING

In this study, the dialectical hermeneuntics approach was used to interpret the data
{Yin 1954). The source of the rescarch methadology used for this particular study
was a case study within an interprefative approach.

According to Boland {1981, p. 439}, “Hermeneutics is the study of interpretation,
especially the process of coming to undersiand a text. Hermeneutics emerged as a
cancem with interpreling ancient religious texts and has evolved o address the
general prablem of “How we give meaning to what is unfamiliar and alien” (p.
440} In short it is concemned with the meaning of a text or text analogne. The
data in this study, (lhe interview transcripts and reflective practitioner data), were

analysed in terms of themes, motifs and key words.
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In collmting the dala from Organisation B’s management team, key players were
identified from QOrganisalion B’s and six individuals (the regional co-ordinator,
two administration officers, and three field olficers) werc interviewed. The
interviews were semi-slructured and later transcribed. Each interview took two
hours to complete and focused on the objectives of the particular ares of
Knowledge Management which the individual was involved. The networks,
which wers shaping the diffusion, design, and implementation processes, were
also scrutinised. In addition, informal conversations and decumentary evidence
were used iu order to obtain rich process descriptions of the project (Sekaran,
1992, ¥in, 1994),

This case study explores the relationship between the analysis framework of the
integrated value chain adapted from Porter (1986) and the architeclural framework
proposed by Papazaplou (2000). It also examines the factors that drove the
integrated value chains and the interoperability of WebAccounting systems in the

context of Knowledge Management.

A summary of the data sources used to answer the rescarch question is presented
in Table 4.1

‘Methed 0

1. To what extent does | Semi-structured interview with the regional
WebAccounting allow customers to | co-ordinator,

purchase products, make contributions | Observation during activity fime,
Online, and how does integrating the | Fieldnotes.

customer service application wilh the
purchase process, will save money?

2. What do you think of

WebAccounting as a means of | Semi-structured interview with

improving interoperation support for | administration officer No 1,
e-commerce, and its evolution from | Observation during activity time,
the cumenl simple page-serving | Fieldnotes.

envionment to rich application
platforms  providing  server-side
application runtime engines?

3. What do you think of | Semi-struclured interview with field officer

WebAccounting's abilities in enabling | No 1,
intellectual  property managetnent, | Observation during activity time,
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document management, comrelation, | Fieldnotes.
and  indexing information and
dynamic publishing on The World

Wide Web?

4, What do you think of| Semi-structured interview with
WebAccounting's abilities in allowing | administration officer No 2,

information dissemination to | Observation during activity time,

customers of members over The | Fieldnotes,
WWW, which resulls in more
marketing or public activilies being
organised by the cuslomersfmembers,
themselves?

5. What do you think of using | Semi-structured interview with field officer
WebAccounting to expand into new | No2,

channels of colleboration  with | Observation during activity time,

external parlies and supplying new | Fieldnotes.

market segments ihrough elecironic
commeree?

Table 4.1, Dala Sources to answer the research questions.
ANALYSING THE DATA

The process of the investigation began with a semi-structured interview with the
six participants. In the course of these interviews, I was able o establish a rapport
with the paricipanis {Goifman, 1971, p. 365). I was also able to collect some
background information regarding their perceptions, beliefs and awareness of
what conslitutes effective Knowledge Management through the adoption of

WebAccounting, as well as establishing a rpport with the participants
RELIABILITY AND YALIDITY

Bums (1994) claims that a researeher can employ triangulation technigues 1o
ascerlain reliabilily and validity in cese study research. Triangulation in
information systems research involves the use of two or more data-collection
methods fo check for consistency of the emerging [indings. This helps prevent the
researcher from accepting too readily the validity of the initiat findings. Thus, to
ensure reliability and validity of this study, 1 used the following data collection
methods: 1) non-participant observations, (2) semi-structured interview with the 6
pariicipants, and 3) specific rellections by the six parlicipants.
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METHODQLOGY LIMITATIONS

As with any rescareh, there were methodology limitations; in this case, these
included:

1. Restrictions of qualilalive research,

2. Availability of inlerviewees,

3. Numbers invoived in the case study, including both sample size and

selection procedures.

LIMITATIONS OF QUALITATIYE RESEARCH

Unlike guantitative resecarch, which has a strict set of pracedures for each
technique used, the nawre of qualitalive research allows for a greater flexibility of
the interpretation of the results (Denzin & Lincoln, 1994; Copper, 199%, p. 2).
This flexibility mcans that there is a [ack of comparabilily between interviews
because of the lack of standardisation {Sampson, 1996, p. 331). The lack of
standardisation in interview outcome that results from this sludy requires that the
researcher to draw intelligent conclusions from the general view presenied by

those interviewed.

LIMITATIONS OF AVAILABILITY OF INTERYIEWEES

The busy schedules of essential players in the participating organisations
inevitably placed time limits on interviews. At times, rcsponses to questions
asked were rushed. I made follow up calls te minimise these drawbacks, and to

clarify uncerlain areas and probe questionnaire issues further.

LIMITATIONS OF THE CASE STUDY, BOTH IN SIZE AND
SELECTION.

The limitation of sample size is largely due to financial constraints; availability of
exisling users and the fact that there is only a handful of organisations in Australia
that have ndopted WebAccounting. In addition, ihis study is limited to a large
state of Australian based organisalion. Comparability with organisations using
WebAccounting in other Australian states and abroad is therefore limited.
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- 4,5, FINDINGS

In this section, I describe and analyse the case study of the employment of
WebAccounting as a Knowledge Management system at Organisation B, This
includes scrutiny of Papazoglou and Yang's (2000) Integrated Value chain model
as well as employing an approach adopted based on ethnography and

interpretivism,

In figure 4.5, the proposed integrated value chain model adapted from Papazoglou
and Yang (2000), outlines that the greater the ability of an organisation in
exlending its WebAccounting applications, the higher the value of the model's
applications, leading to higher relums (refer to figure 4.5), Although the lower
level applications deliver cost savings and efficiencies, lhé upper level
applications create increased organisational advantages for resources and
efliciency of operations. For example, publishing quarterly & annual repors, the
member’s dircctory, a diary of events and activities ele, by means of an clectronic
pub]iéhing abp]icnlion, can provide high value in maﬁy areas such as lime, paper,

printing and posiage costs,

Question Ones

Eddie Wong: To what cxtent does WebAccounting allow customers to purchese
products, and make contribute online, and how does integrating the

customer service application with the purchase process, save money?

Regional co-ordinator;
“Yeah, we use [the Intemet] to advertise. Mostly though it is just to
pramote, our organisation and we only do this 1hmuél1 our Web site and
web porials (Yahoo, Ozemail etc). Using banner ads, recently our market
segment growth has increased sipnificantly, We rely on WebAccounling
systems very heavily though. Through WebAccounting, we established

ourselves a5 a virlual business. People know that we are on-line and the
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only way onc can te]] these pcople efectively is by advertising through
the ntemet.”  <SOJ, April, 2001, file 1, page I>

On reflection, it can be deducted that the regional coordinator was confirming
that Organisation B added leverage to fts resources by moving from a lower end,
{le. the information access platform) to a higher level, (the information sharing
platform of the model as shown in Figure 4.4, the integrated value chain wodel).

The higher fevel of application creates increased business vaive and further

increases the efficlency of the operation,

Question Two:

In some cascs, integrated securily, encryption, indexing, messaging, scheduling
and database services are included in WebAccounting, This has enabled
Organisation B to look beyond the eclecironic publishing application to the
business processes and opportunities at the lower end of the model, as the admin

Officer outlines next.

Eddie Wong: What do you (hink of WebAccounting as a means of improving
interoperational support for e-commerce, and its gvalution from a simple
page-serving environment to the rch application platforms providing
server-side application runtime cngines?

Administration Officer No 1;
“For the first time in Organisation B history we used The WWW Inlemnet
media for a fundraising campaign. The campaipn was also designed 1o
raise public awareness of Organisation B concemns with the East Timor
crisis end 1o build long-term snpport for our organisation through
oblaining new contributers. By using WebAccounting Systems, we
implemented the design and media placement, which we have been
working with for some time. The results from this campaign easily

surpassed any recent fundraising campaipn underiaken by Organisation
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B. Overall we sccured 845 new members and received donatiens from
442 individual wha had nol given previously to Organisation B. A total
of over § 240,000 was raised from members through a direct Intemnet
mail appeal.” <802, April, 2001, file 2, page i>

It is apparent from the administration officer’s response that
Organisation B has moved up from an information-sharing platform
to the process auwtowmation platform of the imtegrated value chain
mode! {fig 4.4). This advancement in WebAccounting's application
shows that Organisation B kes increased business value and

efficiency of operaiions.

Question Three:

In general, profitability from orpanisational activity on the Web comes from
productivity savings, information management savings, and incremental or new
revenue streams {eg. The simplified collection of membership (ecs). Productivity
savings arise from a reductien in order and processing costs, and a more efficient
information management. Improvements in information management make
information easier to find and shere wilh colleagues. For Organisation B,
WebAccounting supporled more cfficient Intelleciual properly management,
documenl management, the correlation and indexing of information, and dynamic
prblishing on The World Wide Web. The database management system in
WebAccounting aflews for profiling of customers, which facilitates target
marketing and specialised cusiomer service. Such customer prefiling allows for
cuslomer integration and pariicipation, which lead te Further productivity gains
for Organisation B. For example, in the area of information sharing it involved
content/document management, correlating and indexing information from
activist groups, volunteers speaker groups, stail interactions, information gathered

from members and the community s a whole.
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Eddic Wong:
What do you think of WebAccounting's abilities in enabling intelleclual
properly management, document management, correlation and indexing

information and dynamic publishing on The World Wide Web?

Field Officer No 1:

During the peak of the crisis, a team of crisis response nelwork was set
up in Darwin, A principls objective of the Darwin team was to gather
information about the crsis in East Timor and together with the sending
of this information to head office. Then this information was used 1o
produce press releases, public documents and action materials for
Organisation B members. WebAccounting systems helped the
completion of the design and media placement. Throughout the year,
Organisation B increased its lobbying of the Australian government with
delegations and submissions 1o ministers and govemment depariments,
Qur advocacy efforts continue to be successful. Our new recruitment of
membere achieved a modest growth, Without WebAccounting system,
Orgonisation B's capacity to raise collaboration among members in
advocacy paricularly in an increasingly complex world would be
seriously restricted.” <$03, April, 2001, file 3, page I>

Here, field officer No | confirms that the application has progressed
from the process awtomation platform to the business transaction
Platform of the integrated value chain model (fig 4.4). Thus, an
increasc level of application provides increased business valne and

efficiency of operations for Organisation B.

Question Four:

Savings have been realised from improved efficiencies in the marketing, services
and public ectivities orpanised by Organisation B. WebAccounting allows for
information dissemination 10 customers or members over The WWW, which

resulis in more marketing or public activities being, organised by the
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customers/members, themsclves. This lowered Marketing costs threugh reduced
brochure printing and distribution. In addition, expenditure related 1o business
and public functions also lessened from making information easily and widely
available, Due to more efficient information access, customers/members of
Organisation B feel more involved and more satisfied with the arganisation’s level

of service.

Eddie Worg: What do you think of WebAccounting's abilities in allowing
information dissemination to customers or members over The WWW,
which results in more marketing or public activities being organised by

the customers/members themselves?

Adwministration officer No 2

“One of the major public activities of Organisation B is Star Day. The
essential fonction of Star Day is to raise awareness of current campaigns.
As = member of Qrganisation B, we can play a vital role by acting to
supporl our campaipn. I would like to see more efforl put into
publicising Star Day on The WWW. We rcly on dipilal posters, media
ads, and making contact with people through the Intermet. I am not
overly worried about producing publications that meet all of the member
needs, Such task can easily be taken care of through WebAccounting
sysiems” <S04, April, 2001, file 4, page I>

Adwinistration gfficer No 2 is recounting that as the orgauisation’s businesses
aciivities are converging jowards e-commerce, an improved operations efficiency

and savings can be reaiised,

Question Five:

Fifihly, incremental or new revenue streams are available for organisations
participating in digital commerce, through, for example, online sales, advertising
revenues, of information brokering it this case Organisation B. Incremental

tevenue hes been achieved by using the Web to expand into new channels of
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collaboration with external parties and supplying new market segments through

electronic commerce.

Eddie Woung: What do you ihink of using WebAccounting to expand into new
channels of collaboration with external parties and supplying new market

segmenis Lhrough electronic commeres?

Field officer No 2 said:

“My wife, Kelly, and I have successfully created and maintained a vast
retail card-sellirig network through the Internet, In the early 90s, we used
to travel far north from Gympie in Queensland te south Woomera in
South Australia, We regularly visited retail outlets and making friends
for Organisation B along the way. We worked on all levels of the card-
selling business, from the commissioning of the orginal work of
Australion arlists, to printing, packaging, and disribution. With the
implementation of WebAccounting systems in the beginning of 2001, we
have expanded our market segments, Through the Intemel, we have
successfilly increased our sale into thousands of dollars. The result of
these labours to date has been (housands of cards sold, and over
$200,000 raised for Organisation B, and the employment of a permanent
card coordinator in the Yictoria Branch,”

<S03, April, 2001, file5, page I>

On reflection, it is obvious from the Field Officer's comments that as the
organisation’s businesses activities converge towards e-commerce, improved
operatian efficiency and savings are being realised, The availability of this

increased reventie witl support both ofd and new profecis.

4.6. DISCUSSIONS

Overall, the case of Orpanisation B has shown how the implementation of
WebAccounting has successfully increased (he number of electronic connections,
simplified inter-organisationzal processes and at the same time revealed new ways
10 shrink, speed up, and virtvalise the organisation’s supply chain. This study also
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addresses the manmer that WebAccounting technologies have triggercd

competitive advantages of and increased revenue for Organisation B, that is:

By improving managemeni, planning, forccasting and replenishment from
reduced stock outs, Jower cost through reduced inventory and reduced retums;
By increasing the revenue base through faster product introductions and
decreasing marketing costs and increesing revenue from higher quality goods
for sale;

By improving design, product management, through faster time to market and
lower distribution cost; and

By improving the management of the merchandising/category through the use
of more advantapeous and elfective pricing and promotional strategies.

The case of Organisation B has shown how the social and technological aspects of
the WebAccounting system van assist organisations and individuals to manage
organisational knowledge to create sustainable competitive advantage. This
finding appears to be consistent with two previous American studies (Cambridge
Technology Partners Report, 1998; Holland, Lockelt nnd Blackman, 1992a,
1992b). Cambridge Technology Pariners Repori {1998) studied the ellectiveness
of electronic data interchenge {EDT) Web-based systems es a tool that created
competitive advantage lo the organisation. Holland, Lockett, and Blackman
(1992a, 1992b) explored the supply chain management sirategics for an
orpanisation. They discussed the role of value chain integration in increasing
customers’ perceived value and investigated the information flows of bnsincss
processes through he adoption of electronic data interchange (EDI) Web-based
systems. The conclusion identified that the integrated value chain system of
WebAccounting conld support the integrated view of all business elements that
cut across deparimental bonndaries. In addition, it also allows business processce
to be shared and passed across the value chain so as to create networks of highly
cfficient virtual organisations, which would be impossible to achieve through the

conventional business paradigm (Papazoglou, 2000).
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DISCUSSION REGARDING THE DEVELOPMENT OF THE
RESEARCH APFROACH.

This research account looks into Lhree prominent issues in relation to the concuct

of empirical work on the interpretative case study of Organisation B.

1.  The role of the researcher in dealing with the complex human process in
capturing, understanding, filtering and analysing other people’s
interpretations and conceptual apparatus before fecding a version of events
back to others.

2, The use of interviewing techniques that were concerned with the style,
skills, personality, reporting and sensitivity in judging and conducting the
imterviews.

3. The reporling methods of the researcher interpretations of other pcople’s
interpretations concem the successful adoption of WebAccounting in
supporting Knowledge Management at Organisation B.

This study presented research accounts of the interpretative approach and is based
on the understanding of human behaviour through social constructions such as
language, consciovsness and shared meaning from the parficipants (Alversson &
Willmolt, 1992a, 1992b). This approach attempts to recognise the subject matter
of the inquiry with the life-environment contexts. It attempts to understand how
stafl of Organisation B, through their participation in Knowledge Management
processes, cnact their particular realities and endow them with meaning so as their

meanings, beliefs and intentions can help them 1o constitute their social action.

The ghove discussion led me to think about an important issue; that is, can an in
depth study with an interpretative approach allew me to successfully conduct the
researeh in exemining the conversion of tacit knowledge to explicit knowledge
through adoption of WebAccounting?

Having conducted the pilot case study of Organisation B's using the interpretative
approach, I found that it did not sufficiently address the critical social theory

issues. Critical social theory perspective is an integrative theoretical frameworl,
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combining interpretative and critical elements. Walsham, {1993, 1995a, 1995b)
and Crlikowski & Baroudi (1991) state that critical social theory approach is an
attempt to dissolve the boundaries between the Interpretivisis and critical research
traditions, which have usually been scen as quite distinet, Walsham (1993, 19953,
1995b) identify thal critical social theory emphasises both the importance of
subjeclive meaning for the individual aclor and their place in the current social
structure.  Critical social theory refers to the understanding about the nature and
interaction of social (the inter-subjectively shared world), human (the subjective

world), and technical (the objective world) (Ngwenyama & Lee, 1597h),
EPILOGUE

The erilical social theory perspective recognises the process of leaming and e
behaviour of practilioners who have to traverse a variely of sub-cultures within
organisations (Orlikowski & Baroudi, 1991). Afler reading rescarch litcrature in
the ficld of critical social theory from Guba (1994), Chua (1986), Habermas,
{1984, 1937), Alvesson & Willmott, {1992a, 1992b), Glesne & Peshkin (1992),
Moon (1999), Orlikowski & Baroudi {1991), I decided to employ the critical
sacial theory perspective in an cfforl 1o undersiand the social contradictions and
conflicts inherent in the existing secial structures of organisations and sociely
through self-reflection in the hope of human emancipation (Alvesson & Willmolt,
1992, p. 434; Orlikowski & Baroudi, 1991, p. 19). Critical social theory asserts
ihat established syslems of domination alienate people from self-realisation,
reslricl human polentiality (Chua, 1986, p, 618). According to Held (1980, p,16)
and Ngwenyama & Lee (1997b, p. 5), critical social theory takes into accounl the
human construction of soctal forms of lile and the possibility of their re-creation
in an historical conlext. They funher commented that it aimed to also lay the
foundation for cxplorations in an interdisciplinary research environment, that is
questioning the conditions thal make possible the imitation and (ransformation of
sociely, the meaning of cullure, and the relation between the individual, society

and ¢cullure,

The following chapter describes the theerelical framework used in my major

research, crilical social theory. This aims to critique both ideology in social
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theary and its methods, such as the identity of scientism, and then 1o develop an
organisation science thal is capable of changing organisalional Knowledge
Management processes through the dialectical approach {Alvesson, 1992a, 1992b)

or communicative interacion (Habermas, 1984, 19871, 1987, 1987c).
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CHAPTER FIVE

PHILOSOPHICAL THEORETICAL METAPHORS AND RESEARCH
METHODOLOGY

Self-reflection leads to insight due 1o the fact that what has previously
been unconscious is madc conscious in a manner rich in conscquences.

(Jurgen Habermas, 1974, Theory and Practice. p. 23)

OVERVIEW OF THE CHAPTER

Habermas's aslonishing quole beginning this chapter above relates to both
developments in my research methodology and theoretical fmameworks, which I
deseribe in this chapler. Note how Habermas reveals the relationship between
self-reflection and the unconscious and then propels us to consider what could be
the rich consequences, Some of these rich consequences (Williams (2003) tends
to use lhe term “enormous benefits™} for me begin by my describing and
justifying my various writing styles in this chapter. As this process progressed, |
found il incvilable that I disclose relevant aspects of my worldview and

personality type.

Repeating for clarity, this sludy adopts an ethnographic, critical social theory
approach, including clements of the heuristic inguiry approach. it aims to eljcit
inner dialogue and open discourse responses using one-on-one interviews within
a phenomenological, refleclive practitioner methadology which, as well as
bringing fonh research insights, has the added benefit of encoureging inner

growth lcading Lo balanced wholcness within the individuals involved. That is,
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following Williams® {1996) reading of Habermas’ critical theory of interpretation,
I came to understand (hat Habermas pursued a dialectical integration of the
dialoguc between explanation and existential understanding (Stickle, 2002, p. 1}.
Stickle further mentions that Habermas describes different paradigms of
interpretation which involves both discourse {written text} and dialogue (hearing
and speaking). Discourse differs from dialogue becnuse in discourse: (i) meaning
is detached from the original circumstance (hat produced it; (b} the intentions of
the author are distant; {c) and the addressee is general rather thun speeific and
ostensible references are absent (Stickle, 2002, p. 2). On the other hand,
Habermas argues that through dialogue the objective meaning may be released
from the subjective intentions of ihe speaker (Habermas, 1984,1987). That is,
objective meaning allows mulliple accepiable interpretations of intended
meanings. The important corollary is that these multiple meanings may be
constructed not just according 1o the speaker's world-view but also according to

jls significance in the listener’s world-view (Stickle, 2002, p.1).

In Tine with Schén (1983, 1987), I employed the use of reflective practice in the
research of web-based knowledge management systems. The research approach
used extensive literniure searches (Clegg, 1996, Ballantyne & Packer, 1995, p.
20), writing academic peer-reviewed papers, and employing elements of heuristic
inquiry (Moustakes, 1990; Tesch, (990} and reflective phenomenology
{Moustakas, 1990; Tesch, 1990). As a reflective practitioner, 1 kept relevant
notes and documents during the period of the research, and continually reflected
upon the empirical data resulling from this research. At sipnificant points, I refer
to the research by giving examples and vigneties to illustrate and explain the

issues at hand.

Reflecting upen my own life experience (employing Schén’s {1583) notion of
reflection-in-action), allows me to employ Mouslakas's (199¢, pp. 32-34) notion
of validity in heuristic research, 1 found (hat these practices resonated with
Habermas', Bowers', Moustakas' and Tesch’s emphasis on (he imporance of self-

reflection and in linc with the thrust in qualitative research lierature on the
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rescarcher’s voice and signature, researcher bins, and managing subjectivity
{Denzin & Lincoln, 1594, p. 424).

Tuspired by post-modemn concepis (especially the creative research writing styles
and lateral thinking pussibilities afforded by such thinkers and Derrida (1983)
and, in information systems research, Walsham (1986,1995) and exploring depth
dimensions of critical theory, I became aware that I was connecting my own tacit
knowledge with the research process within the spirit of heurislic inquiry
{Moustakas, 1990, 1994). As alluded to in my discourse at the end of Chapter
Two, | was actpally living out the knowledge management process I was

researching.

The remainder of this section of the dissertation is sel out in the [lollowing
manner. Seclion 5.1 addresses the philosophical dimensions involved in the
development of the theoretical framework, alse describing and justifying my
various wriling styles. Seclion 5.2 describes the evolution of my approach to the
research, including furiher dialogues with the self. I felt compelled to disclose
televant aspeets of my personality type and my world-view in regand to tacit
knowledge and the communicalion process (Richardson, 1990, 1994). Section
5.3 outlines the procedures embodied in the rescarch design. Section 5.4
describes the research settings and instruments, establishes the validity of the
measures used, and also outlines dala analysis. Section 5.5 presents some

limitations of the methodology and methods employed.

5.1, PHILOSOPHICAL DIMENSIONS

A methodology represents an operational framework within which one is able to
conduct research and where the facts are 5a placed that {heir meaning may be seen
mere clearly (Remenyi, 1999a, 1999b). In this study, I begin to seek the
development of an appropriate methodology that involves a consideration of the
broad range of altemative methodological approaches, whether qualitative or

quantitative, interpretivist, positivist, critical, or post-modern.
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Discourse and Commnnicative Rationality

Drawing on my experience of sludying within a masters and then a doctoral
research programme over the lust five years, one of the areas of exploration has
been the linking of critical theary with Constructivist thinking within the realm of
critical constructivisnt (Taylor and Williams, 19%3; Doczynski, 2001). This can
be practically applied 1o my major research by employing epen disconrse
methods, wherein I {as the researcher, the reflcctive practitioner and the reflexive
leamner} and the participants {fom OrganisationA and OrganisationC, discourse
among onrselves as & pronp, and also as individuals in one-on-one disceurse, In a
similar vein to Taylor and Williams {1993), Mingers (2001) argue thal “a crtical
perspective allows the illusirations of Lhe relationships belween the rescarchers,
This also includes the methods used and the researeh site, as they are crucial in
explaining how the pariicular work came (o happen, therchy helping to evaluate
it” (Mingers, 2001, p. 253}, [ relate the condnct of employing open discourse
techniques 1o what Bruner (1990, p. 67) states;

in referring to the benefits of open discourse, negotiating and
renegotiating meanings by the mediation of narmrative interpretations
is, it seems to me, one of the crowing achievements of human
development (Bruner, 1990, p. 67}.

Interpretivist and Positivist Approaches to Research

Interpretivist research aims al producing an understanding of the conlext of the
research questions, and (he process whereby the research questions infuence and
are influenced by the context (Walsham 1993, p. 74). Trauth and Jessup (1595, p.
2) identify that “the objective of interpretative rescarch is 10 piece together
people’s words, observations and docnments jnto a coherent picture expressed
through the voices of the participants” (p. 2). Similarly, Boland (1991, p. 441)
that “interpretative research does not predefine dependent and independent
variables, but focuses on the complexity of human sense making es the situation
cmerges, and it attempts to understand phenomena through the meanings that
people assign to them™ (p, 441),
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Positivist rescarch, on the other hand, is concened with testability and
generalisability of theorics in order to discover the general principles or laws that
govern the natural and social world (Orlikowski, 1921, Pp. 113-118). Positivist
research dedvces evidence of formal proposilions, quantifiable measures of
variables, hypothesis testing, and the drawing of infllucnces about a phenomenon
from a representalive sample to a staled population (Orlikowski, 1991, p. 115).
As Maykut and Morehcuse (1994, Pp. 11-13) explain, positivist research assumes
that knowledge can be “separated into paris and examined individually” and the
researcher is able to be objective, not influencing or being influgneed in the
research. Inierpretivist research assumes that knowledge is mostly “constructed™
and the researcher is mexiricably inlerwoven intu_ the rescarch, aflecting and
being affecied by the process (Williams, 2000a, 20006, 2002), Positivists, en the
other hand, claim that research can be value-free because the researcher can stand
independently from what is to be known.  Interpretivists, on the other hand,
“regard valucs as embedded in their rescarch, that is, the rcsearch topic, the
research metheds and the researchers themselves all have certain value
orientations” (Maykut & Morchouse, 1994, p. 11). Positivism assumes thal fact
and value are distinct, are grounded in objective idealism, and arc concerned with

the repeatability of an explanation (Walsham 1993},

According to Zmud (1995), informaticn systems research may be able 1o provide
theoretical foundations for managing organisational knowledge, which can then
be used by management to make decisions, Information sysiems rcsearch
involves the uses of information technologies in addressing the generation,
storage, iransfer, application, embedding, and protecting of the organisalional
knowledge, wherever sourced. In this regard, the positivist perspective,
according to Lee (1991, Pp. 342-349} may restrict the “lifeworld” of a project
using phenomenolopy. Lee {1991, p, 347), describing lifewerld, comments that
“il is the world of conscionsness and humanly created mesnings.” That is, it
invalves the people, their meanings of the world, and their behaviour that they
manifesi in that world {Lee 1991, p. 347). He alse mentions that peeple who
conduct such research may find themselves necessarily inter-woven with the
research subject, and this provides the needed subjective meaning that is the basis
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of this research paradigm. An advantage of employing positivist research is that
it may allow the researcher to efficiently and elfectively collect that narrow subset
of facts and data describing merely objective and publicly perceptible aspects of
human behavionr. However, the subseqnent danger is that the research may

ignore facts and data that could be vita) 1o the project’s conclusions.

In this section, I discnss the strengths and weakness of both interpretative and
positivist tesearch in regard to conlrasting images of the hnman beings that
communicate their acit knowledge with each other via information technologies.
According e Lee (1994) and Markus (1994), the positivist perspective in
researching the communication of tacit knowledge (largely unconscious) involves
in depicting this communication as a physical process of transporling a material
substance from one person 1o another person lhrough a channel. The receiving
person could thus easily be treated merely as a passive receplacle of the
transparted symbol {ic. as the flow through a channel) {Lee, 1994, p. 145).

The interpretative perspeclive, on the other hand, "treats a person not as a passive
receptacle, but as an intelligent being in & shared social contexl, who can
transform whatever learned words and cines he/she receives into an understanding
of what the speaker or writer meant {ic. “onc person’s reaching an understanding
of what another person means" (Lee, 1994, p, 146), In the growing light of these
undersianding, as the research progressed I progressively realised that neither the
positivist nor the inlerpretive perspective might be suitable for researching the

cammunication of tacit knowledge.
Qualitatlve and Quantitative Approaches to Research

Much of the literalure regarding the organisational implications of knowledge
management sysiems is based on quantitalive research methods (Bezjian-Avery et
al, 1998, p. 23; Haynes et al,, 1998), As this siudy is of an ethnographic
interpretative naturc, investigating the hbuman inferpretative perceptions
cancemning WebAccounting, it was deemed appropriale to use qualitalive research
methods (Zikmund, 1996), Maykut and Morchouse (1994), stress (hat the

emphasis of qualitative research is on "understanding through looking closely at
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people’s words, actions and records or 12king the form of verbal statement” (p.
17, and" in a narrative or descriptive way, more closely representing the situation
as experienced by the paricipants” (p. 2). Such an emphasis again, makes

qualitative research appropriate for this study.

Ethnographic Dimensions using Reflective Practices in the Study of the

Communication of Tacit Knowledge. =

Guba (1981, 1994), Glesne and Peshkin {1992), stress that in an ethnographic
paradigm the researcher secks to discover or uncover propositions of multiple
realities where these realities are socio-psychalogical consiructions forming an
interconneeled whole, These realitics can only be undersiood as aspecis of the
holistic relationship between persons and the environment, and form an intcgral
part of the menlal process of reflection. Tesch (1990) and Moon (1999, p. 64),
authoritative rescarchers in reflection and professional development, make a
similar point by agreeing ihat such reflection “involves the process of thinking
and may be aided by the process of articulation of that thinking orally or in
written form. Professional practitioner practice may refer to reflection on ihe
everyday evenls of practice or the conditions that shape reflection, such us
political influcnces™ Moon (1999, p. 64).

Moon {1999, p. G4-65) argucs that rescarchers engaging in perspectives of
ethnographic refleclive practitioner practice should participate in a larger ongoing
dialogue or reactions to & specific event or an unexpecicd occurrence ar
observation of a problem, rather than following any particular sel of research
techniques (p. 64). When conducting professional practilioner research, Moon
{1999, p. 65) asserts that the data collected will not "become meaningful 1o the
researcher™ until 1he researcher "brings a theorctical focus to it", She lunber
claims thal ethnography strengthens refllective practice and “cthnopraphy
refiection can be decpened when there is some sharing of the reflection with
others” (p. 65). In discussing the different forms of refection, Halton and Smith
{1995} is quoled by Mocn (1999, p.75) as claiming that there arc three forms of
reflection. These are listed in order of increasing sophistication:
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I, Descriptive Reflection: a rellective descriptian of events;

2. Dialogic Refleciion: with some slepping back from the event and
exploration with the self about reasons for the cvent;

3. Critical Reflection: — exploring reasons for an event in (he broader

social, ethical, moral or histarical context (Moon, 1999, p. 75).
What is a Reflcctive Practitioner?

Schtin (1983) and Moon (1999) describe the reflective practitioner as someone
who is simply thoughtful about his or her own practice. In fact, reflleciive
practice involves the mental process of reflecting, which may or may not be
characterised by what is commonly referred 1o as “being refleclive” Moon (1999,
p. 157). According to Kalb {1984), Honey and Mumford (1986) cited in Moon
{1999, p. 158), “being reflcctive” is interpreted as an orientation 1o practice or
other aspccis of life, It alse seems te imply a quality in a person who uses
reflection frequently, “comfortably,” and, perhaps by implication, publicly, and
who demonsirates that it has value for their work, They further sugpest that a
person using particular forms of reflection imply that such reflection is habilual,

perhaps as a leaming style (p, 159).

Moon (1999, p. 159) also speaks of the reflective practitioner who possess a seli-
image as a facjlitator, who has an imporiant recognition of the uncertainty of the
professional sHuation, who knows about the uncertain know]cdge base of the
profession and, knowing all this, can identify the sources of the problems that
need to be resolved in practice. Therefore, the reflective practitioner will cope
wilh this uncertainty by putting the relationship with the clients at the centre of
practice in an attempt to develop reflectively negotiated and shared meanings and

understandings as a joint process {Macon, 1999, Pp. 158-160).

Schon (1987) distinguishes between two reflective processes: (1) reflection-on-

acticn and, (2) rellection-in-action as follows:

Relection-on-action refers to the form of reflection that oceurs afler an action and

relates, via verbalised or non-verbalised thought, to the action that the practitioner
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has taken, In other words, it describes the process of reflection that 1akes place
aller the event. During this process, the practitioner makes explicit and evaluates
the theorics of action used to solve z problem (Wong & Williams, 2002). On the
other hand, reflection-in-action ocenrs in association with action and gnides the
process of action via knowledge in use, which is derived from theory.

The concept of rellection-in-action is one of the comerstones of Schéin’s theory,
in which the process integrates theory, inluition, and action in situations of
uncertainty, For an ethnographie refleclion on professional practice, a researcher
should be looking carefully for ways in which historical and cultural context
shapes the researcher’s perceplions (Taylor and Williams, 1993; Halton and
Smith, 1993),

Williams (2000a, 2002) mentions that reflective practice is a process with which
increasing oumbers of professionals are engaging in order to betier understand,
take full ownership of, and cnhance the work that they do. Extending his
pioneering research begun in his doctoral thesis (1996) (the source of over 50
academic papers and articles: see Williams {1593, 1996, 2000, 2002). As I am
extending his seminal work in what he now terms hewristically critical reflective
practice, [ add lo my previous quotations and citations from Williams’ project o

allow him to honour his contribution and his voice.

The Reflective Practitioner style of writing was first introduced by
Donald Schin in 1983 and others have built on his work {cg.
Pribbenow, 2000; Overmeer et al, 1998). This style has been widely
accepted and there are even University Courses specifically dealing
with the Relective Practitioner style (eg GrifTith Universily, 2001;
George Mason University, 2001).

According to Williams (2001, 2002), who expresses his own research using a
subjective and artistically personal authorial signature (Richardson, 1990,1994),
action research professional practice and reflective practitioner rescarch is nsualiy
written in distinctive reflective practitioner styles, with researchers evolving as

they find their own voice and distinctive authoria} style, This evolution occurred
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in the writing siyle used by Donald Schén from 1983 (Schén, 1983 & 1987). This
research method allows. the researcher to give an account of how they applicd
knowledge in their workplaces. It encourages them to reflect an their expericnces
and then comment on what they believed the leaming's of those experiences were
(Williams, 2001, Wong & Williams 2002).

Reflection is the "‘active and militant™ tool that enables contextualisation (Smyth,
1989, p. 2). For example, Williams (1996) found in his heuristically critical
reflective practitioner rcscarch in university education that .rec!m!cai—mﬁénaf
educalion fails 1o provide the elements necessary to enable researchers 1o develop
the hevristics needed 1o deal with the unpredictability and chaos of real world
issues (Wong & Williams, 2002).

Employing reflective practice in analysing problems involves the study of
cognilive processes (Schon, 1983; Smyth, 1989; Habermas, 1987). Acconding to
Hamm (1989}, in order to solve a problem, the practitioner nceds to draw on both
analytical thought and the levels of histher professional experience, Schin
suggesis that how reflective practitioners think about problem solving largely
depend upon not only on what lype of problem is presented but also on how the
problem is presented. In discussing differcnt problem solving experiences, in

professional practice, Willioms and I worked together to summarise as follows:

Professiona! practitioners operate as a form of practice-based
research and resource. While they may not be doing professional
practice research degrees or papers, es Winter, GrifTiths and Green
comment "there is a clear link with indusiry, professions, and other
workplages, In addition, the focus on particular contexts of practice
means tha! Lthe concepts of refiable, usefil, good, and wise are all
tightly bound to the context in which the practitioner is producing
knowledge. A claim to practice-based knowledge is an obvious
example of a claim to knowledge which is context-bound, and in
which the subjectivity of the producer of the knowledge cannot be
eliminated. Thus, practice-based research is more than a way of
bringing about cooperation between highzr education and other
sectors, and Lhey are more than a3 manifestation of a bridge between
cconomic activities and academic leaming"(Wong & Williams,
2002,p. 2).
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In discussing problem solving capacity through the reflection-in-action, we

succinetly state that:

Rellective practice is "making tacit knowledge explicit” (Hall,
1998}, Freidman (1998) took it one step further, using reflective
practice as a diagnostic tool for those situations where "automatic,
skilled reasoning and behaviow™ gets managers into trouble.
Reflective practice is underpinned by parlicipatory action research
methadology {Ellis & Kiely, 2000). This allows the pardicipants to
"create their own knowledge and theory relevant to their own
specific situation.” Freidman (1998) pointed onl that the challenge
in this process is to balance the disturbance in equilibinm necessary
to enable change with the psychological safely essential to a
learning environment.

Williams (1993, 1996, 2000, 2002) snggesis 1hat reflective practice inquiry olten
includes an ethnographic element as they are oflen embedded in work teams and
thus write from within a shared culture, Furthermore, Williams (1953, 1996,
2000, 2002) contends that heuristic, the emphasis is on conducting in-depth and
wide-ranging reflection of the empirical material, gained from reflection and co-
parlicipant interviews, lo glean heuristic impressions or insights that “shine,
reflect, refrect and focus light on the phenomenon being considered” (see also
Taylor and Williams, 1993; Whitchead, 1998, 2002).

To flag what will be a crucial tum in this thesis, Williams latest work suggesls
that the critical dimension of heuristically critical reflective practitioner research
usually lead to eritical momenis of decision. Creating an existential dilemma,
these moments can lead to political or social action within emerging sthical
sensibilities as the “wellsprings” {Taylor & Williams, 1993) of being human lead

to explication to consciousness of personal tacit knowledge.

The henristic dimension of heuristically critical reflective practitioncr research,
especially with ethnographic elements, can lead to depth understandings, which
can cladfy research findings. In the following section, I describe how sel~

dialogue can add yet another dimension fo this research approach.
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Self-Discourse and Heuristically Critical Reflective Practitioner Inquiry

This section provides a basis for understanding some of the reasons and
implications of my employing the research self dialogus in the research. I engage
in self-reflection where my personal understandings and interprelations from my
own experience have contribuied to the evolution of my research questions. In
order to leam the depth about my experience, I employ heuristic inquiry methods,
which allow me fo explore the broad and open-ended study inlo the research
questions. That is, the researcher is able to deal with the interrelalionships
between themselves, the paricipanis, and the context of the research subject
(Williams, 1996; ¥an Manen, 1997, Whitehead, 1998, 2002).

As some aspects of heuristic inquiry may seem strange 1o the reader, I feel it
necessary to quote Moustakag’s (1990, p. 43) seminal and authoritative work
themselves:

The heuristic researcher is not only infimately and
aulobiographically related to the guestion but leams to love the
guestion. Tt hecomes a kind of song into which the researcher
breathes life not only because the question leads to an answer, but
also because the question itself is infused in the researcher’s being,
It creates a thirst to discover, to clarify, and to waderstand crucial
dimensions of knowledge and experience (p. 43).

Moustakas {19903, describes his heuristic research process as ""a way of knowing"
and that “whatever presents itself in the conscious of the investigator es
perception, sense, intuition, or knowledge represents an invitation for further
elucidation™ {p. 10). Furhermore, Moustakas {1990 claims that in heuristic
inguiry the researcher might say that “I m. ;¥ become eniranced by visions, images
and dreams that connect me to my quest, I may come into contact with new
regions of myself” {p. 11). The researcher may recognise that “intellect, emotion
and spirit all have their place and may form a unity in heuristic investigation” {p.
11), Moustakas (1990) concludes my stating that “in the heuristic process, self-
understanding and self-growth proceed fogether as the phenomenon under

investigation becomes intimately understoed” (p. 11).
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The above quotes from Mousiakas (1990} helps me 1o undersiand the expericnee
of phcnomcnologiéul inquiry through sclf-dia'logue (o process of speaking to
aneself in an open, but recordable manner), 1 am able explore within my thoughts,
dreanis or cxpcricﬁcc and relate these faclors to the research questions (Taylor &
Williams, 1993, Whitehead, 1998, 2002). As such, the purpose of heurslic
inquiry may provide the rcsearcher 1o sce first hand the rescarch questions
through an inward looking lens thal enables them to mentally turn inward upen
mysell and allows me to experience and to describe the cxplanation of the
rescarch findings (Shelef, 1994). Tt then atlows the rescarcher Lo turn outwards so
they may experience participant’s pen:cptioh of the research subject {Taylor &
Williams, 1993, Whitelic&d, 1998, 2002). Moareover, it also enables the
researcher to become re-focused inwardly to validate and deepen the continuing

discussions of the rescarch findings.

Theorists and Critics of Post-modernity '

In this section, 1 discuss Jacques Dermide (1983a, 1983b, 1984, 1987.1_996}
contemporary cultural theory of post-modemfly as an inspirational source in

supporling my wriling style.

Jacques Derrida, {1930- ), a French philosopher, from whose foundational
thinking sprung the ideas of deconstruction, was bom in E];Biu:, Algeria, In 1952
he began sludying philosophy at the Ecole Normale Supéricurc in Paris, where he
later taught from 1965 to 1984, From 1960 to 1964, Derrida laught at the
Sorbonnc in Paris, Since the early 1970s, he has divided much of his time
between Paris and the Uniled States, where ie has taught at such universities as
Johns Hopkins, Yale, and the University of Califomia at Irvine,

In 1967, Derrida published three books—Speech and Phena'me;m; of
Grammatology and Writing and Difference, which introduced the deconstructive
approach as an unusual and highly creative way of reading texts (1983a, 1983b,

1984, 1987), While Derrida states Lhet deconstruction is not a method, it can be
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undersiood and ulilised as a siratepy of analysis that has been applied 1o literature,
linguistics, philosophy, law and architecture. His other works include Glas (1974)
and The Post Card (1980). Due to the range and creativity of his work and
thought pracesses, il is dilTicult to pigeonhole or categorise Dérrida, and his later
works continne to redefine his thought (Gonzalez, 1999). In the end, T take
Derrida’s project as more of a way of seeing, an approach, and inspiring sequence
of suggestions thal [rees me to use intuition and creativily and lateral thinking and
playful freedom in this thesis (Derrida, 1978, 1583a, 1983b, 1984, 1596).

In his book OF Grammatology, Demida allusively tums his wickedly suggestive
altention to construct a tower of traces and pén:epﬁve allusions based aronnd a
loosely subjective notion of Weslern Philosophy from the pre-Socratics through
to those that follow Heidegger (Demida, 1976). According to Roger Geerta
Gonzalez {1999), the Derrida’s radical and undergirding, but also overarching
comment is that “lugos“ or speech takes precedence over. wriling in the Western
conversation regarding philosophy. According (o Gonzalez {1999), the emergent
domination of logos as specch, at the same time claims while pretending and
posturing to hﬁvc and exhibit a direct form of & language and therefore, a tight
mapping ot closencss to what is rally a rigid "presence" or centre of identily as
subjectivity. The result is that the Western construction of philosophy lilts up and
elevates even reifies lopos and speech, while writing is debased and serves to
become a dangerous eclipses of freedom, Thus, in an ironic tnm around, as
recent Weslem philosophers try lo irnprint. and dominate writing with
togos/specch pattems. Thus, this style of writing and related expressions as
"lexts" claims and pretends to exhibit a powerful and dominating posture of
presence of identity and subjectivity. A prescnce of authority, and a presence of
power in a disturbingly similar manner to the conqueringly oppressive
logos/speech (Derrida, 1983a, 1983b, 1996; Deconstruction, n.d.),

Derrida counters this by developing a method to identify these patierns, with an
arlistic and T would say heuristic use of deconstruction, at times and with
backward mutledngs of a strangely concealed doubt and sense of inferiority yel

with strong elements of care and love, and even a growing awareness of cthics
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and normative sensibilities (Demrida, 1983z, p. 30), The deconstruciion process
identifics loge-cenlric paradigms, such os dichotomies, to show 1hal the
possibilily of a prescnce within any contextual language constantly invalves
"play" and yet "differs" cominuously in relation {o something clse. Because of
this, only a "trace" of the subjectiobject exists {Derrida, 1983a, 1983b).
Deconstruction, as a mcthod, is, some critics, I would say with a sense of fear and
inadequate understanding and courage longingly wish to claim, is fading away,
unuseful, irresponsible, and, indeed, is dead (Derrida, 1976, 1978, 1983, 1996). 1
would agree, however, with thosc who perhaps have experienced the playful
freedomn and creative opening that deconstruction allows in pricking the bubble of
arrogant Western philosophical and cultural presumptions. Is that new thought
forms and cven paradigms spring from older ones, as lhe real insights and
coniributions of prcviuﬁs paltems and way of thinking inform and assist new and
maturing approaches in that balance between freedom and control, love and
defence, arl and scicnce, which seems to characterise the Wesiem and largely
humanist project in the advancing of theory (Derrida, 1976, 1978, 1983a, 1983b,

1996; Deconstruction, n.d.).

Gonzalez (1999) states that Demrida’s major interest is on language, and his major
contribution is his conlention that traditional or metaphysical reading makes [alse
infercnees about the nalure of fext, A traditional reader belisves that any
language is capable of exprossing ideas without loss or change from the authors
intentions, thal writing is sccondary and inferior 10 speech, and the aulhor is the
source of the text's meaning. Demida’s deconstructive siyle of reading
undermines these assumplions and ofTers serious challenges that a {ex1 has an

unchanging and unified meaning {Gonzalez, 1999).

According to Lechte (1994}, if Western culiure has tended to arrogantly and shorl
siphtedly assume that speech is a clear, unambiguous, and direct way to
communicate. Ullimately drawing on psychoanalysis and linguistics, Derrida
seriously raises questions by and at times cngagingly ironic and humorous yet
committed atlack on this assumption. Therefore, according 1o Derrida cited by

Lechte (1994), the unconditional acceptance of the author's intentions in speaking
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is not possible. This approach tends to multiply the number and range of
interpretations and readings and analyses and commentaries on any text that can

asserl to have authority and insight {(Lechte, 1994),

Moreaver, deconstruction shows that there are multiple layers of meaning at work
in any modern language (Derrida, 1976, 1978, 1583a, 1983h,1996;
Deconstruction, n.d.). By deconsirucling the written works of previcus scholars,
Demida (ciled by Lechte {1994)) attempis to show that ]anguage is not a constant
in human civilisation. Although sometimes porirayed by critics as destructive of
philosophy, the use of deconstruction can serve to allusively and creatively and
even humorously show the inevitable tensions between clarity and coherence that
govern madern philosophy and the shoricomings that accompany jts production
(Lechts, 1994). '

Having identified some philosophical dimensions involved in the research
findings, (he next section discusses the outline of the developments in my

theoretical framewark.

DEYELOPMENTS IN MY PHILOSOPHICAL THEQRETICAL
METAPHORS

In exploring the nature of my qualitative researeh methodology, one reason for
waorking within Habermas' framework is that his work has had a greater impact on
information systems research discipline than any other social theory school. By
adopting Habermas' ertical social theory, I am building on work (hat has
developed among management information systems scholars (Hirschheim and
" Klein 1994; Lyylinen 1992; Lyylinen and Hirschheim 1988; Lyytinen and Klein
1985; Ming'crs 1981; Ngwenyama 1991; Ngwenyama and Lyylinen 1997).

Habermas {1984, 19873, 1987h, (987c) has developed he calls “a theory about

communication,” this is, the theory of communicative action.
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Jurgen Habermas and Critical Social Theofy Perspective

Habermas® critical social theory may be recognised BS a
unique class of advancement within contemporary schools
of thought conceming critical social theory (Williams,
1996). Jurgen Habermas was a philosopher, sociologist, and
Professor of Philosophy at the Universily of Frankfur,

Germany (which is famous for its program of developing a

“critical theory of society’)., Habermas was a student of
Adomo {an influentizl thinker in Western culture), and before becoming a
professor of philosophy and sociology at the University of Frankfurl in the mid-
1980z, he taught philosophy at Heidelberg (Stickle, 2002, p. 2), Habcrmas reflects
that he became “radicalised” by leaming from Adorno while becoming his
assistant, 1 can relate to this process as I, indeed, have become radicalised by

“studying under Mark Williams. -

For clarity and brevity, 1 quole from the Cambridge Dictionary of Philosophy
(date), cited by Stickle (2002): )

Critical theory is primarily a way of doing philosophy, integrating
the nommalive aspects of philosophical reflection with ~the
explanatory achievements of the social seiences, The nltimate goal
of its program iz to link theory and practice, to provide insight, and
to empower subjects to change their oppressive circumstances and
achieve human emancipation, a rational society that satisfics human
needs and powers,,, Habermes' Analysis of Communication seeks
to provide norms for non-dominaling relations to others and a
broader notion of reason (Pp. 278-279).

The development of Habermas® critical social theory has influenced the modem
empirical social and notural science paradigm (Sticklc, 2002, p. 3). Habermas
secks to understand and help to improve the human construction of the socisl
rcality of human life. As such, Hab’cﬁnas constantly advocates critical self-
examination (within the framework of critical theory), to aid the process of “the
unmasking of unexamined pervasive ideologies in the shapiug/developing of

history and a theory of culturc that may provide an evaluation of social
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importance and foundation of everyday language" (Stickle, 2002, p 3). That is,
the colical social theory approach may provide understanding of the social
contradictions and the inherent conflicis of organisations and suciety. through t_he
use of seli-reflection. As such, this selFreflection may provide the researcher a
non-objectivist, yet balanced, um_:lerstanding of the ontology and epistemology of

the social contradictions (Wong and Williams, 2002).

Hirschheim and Klein (1934}, who extensively employ critical theory, argue that
“emancipatory research in organisalions [ocuses on human wellbeing and
emancipaticn in information systems development and use” {p. 83). They argue
for a plurality of rational argnments in the information systems development
process, suggesling that traditional information systems development practices
“are too functicnalist concentrating merely on producing ﬁystem designs” (p. 84).
They also arpue that critical social theory allows-researchers to participate us niol
only the observers or describers of information sy_stcf_ﬁs and organisations (as
traditional information syslems kesear_ehers do) but also as transformers of
infénnati_on systems and organisations that use them (Hirschheim and Klein,
1992,p.85). ' ' '

Ancther reason why 1 adopt the philosophy of critical social theory in this
research is that it sourced from a sqci.al science field and il recognises that
int‘o_rrﬁaﬁon syst'(.:ms operate within .so.ci.al_sun.'oundings._ A5 mentioned by
Orlikowski and. Baroudi (1991, Pp.113-114), critical social theory has become a
“major riposte to the more lradi.tionnl positivist approaches, since il can be
claimed that the social context of information systems research and development
is gainiﬁg a wider acceptance as being an important research area”. The following
section discusses the underlying n_ssurnpliohs in information systcms practice,

which uses a critical theory approach.

Underly'ing Assumptions In Using Critical Theorj' in ]pfnrmniiun Systems

Research

In the next two sections, I present idens regarding the underlying assumplions,

ontalogy, and épistcmology of employing critical theory in information systems
183



research. These ideas rely mainly on Ngwenyama and Lee’s (1591, 1997a, 1997b)
works, since they are considered as authorilative rescarchers employing

Habermas critical social theory in information sysiems.

According ta Alvesson and Willmott (1992b, p. 434) and Orlikowski and Baroudi
{1991, p, 119), the critical theory perspective atlempts to recognise social
contradictions and conllicts inherent in he existing social structures of
organisations and socicly through self-reflection in ihe hope of human
emancipation. This concerns (he emolions, assumplicns, and social perceptions of
individuals. This is in ling with Alvesson et al. (1992b), and Orlikowski el al
(1991}, Ngwenyama and Lee {1997, p. 152), who argue that critical social theory
asserts that established sysiems of domination isolate people from sel-realisation

and Lold back human polentiality.

Research using this approach to social science phenomena involves both an
empirical-unalytical and interpretative components (Alvesson et al, 1992b). In
discussing perspectives on Information System research that differ from the

posilivist perspective, Nawenyama and Lee (1997, p. 152) claim that:

1. I is sensitive to the “lifeworlds” of the orpanisational actors and is
oricnicd to inlerpreling and mapping the meanings of their actions
from (heir perspective. That is, organisalional contexts are not static
and change over time because of the installation of new social
practices affecling the orpanisational actors.

2, Il adopts pluralisiic methods of inquiry swch as paricipation,
observation, and (he analysis of contextual data. That is, 1o reconcile
knowledge developmemt with the need for Orpanisation and
individoal improvement.

3. It does not separate (as would the laboratory experiments of
positivism), the subjects of inquiry from the organisational context
within which they are situated. That is, to regard as socially

constructed the knowledge of information systems and organisations,
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in the same manner, as the rescarch’s questions are also socially
constructed, scparate, and unusable as a positivist experiment.
4, It recognises that the organisaijonal context is not only important to

meaningfisl constructions, but to social activity as well
{source: Npwenyama and Lee 1997, Pp, 152-133).

Negwenyama and Lee (1997) further indicale that critical social theory (unlike
most positivist perspectives) do not view people as "passive receptacles of
whatever data or information is transported Lo them, but as intelligent aclors who
assess the truthfulness, completencss, sincerily and contextuality of the messages

they teceive” (Ngpwenyama and Lee, 1997, p. 153),

On the other hand, Ngwenyama and Lee, (1997) claim thet critical social theory
perspectives (vmlike some interprelive approaches) “requires the researcher to
attend not only to the matter of mutual understanding, but also 1o the matter of the
emancipation of organisational actors  from false or unwarranicd beliefs,

assumptions, and conslraints" (Ngwenyama and Lee, 1997, p. 153).

As has already been outlined, il is my suggestion ihal not only positivist and
interpretivist, but also crilical approaches have limitations. These shoricomings
can be ameliorated by the inclusion of heuristic approaches, especially if

reflective phenomenological approaches are included.

Criticnl Social Theory Perspective in Recopnising Organisational

Communication and Socinl Action

As has been indicated earlier, Habermas (1972, 1979,1987a, 1987b} has advanced
that his Theory of Communicative Action describes four main types of intentional

behaviour or social action:

1. Instromental;
2, Communicative;
kR Discursive;
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4, Stratepic.

Each of these types of social action type has a speeific focus and orientation, each
representing a different aspect of human behaviour in a social selting. In
diséussing the dilTerent types of i'ntcntional behaviour, Ngwenyama and Loe
(19972, p. iSS) identified that this approach, unlike most positivist approaches,
views “human beings as active processors or intcrprciers, who arc nol mere’
rcceptacles for the mesnings transporied to them, but who re-creatc or activale the
meanings that they come to hold” and that “communication richness is nol a
function of the channel through which it is acquired”, Unlike most interpretivist
approaches, (hey stale that this critical theary categorisation recognises “that a
person who reads, lisiens to, or otherwise reccives 2 message need nel restriel her
concept of meaning in repard to (he message just to multual ﬁndcrslunding, but
can also be crtical of it" (p. 155). Furhermore, and this takes a bil of
consideration, a person’s understanding what is going on scen not merely as just
interpretive but also the persan is seen 1o be able use their critical facilities. On
lop of these agsertions, Ngwényamn and Lee (1997a, p. 155) claim that
Habermas' communication action fnvolves “the und_crstunding of what (he
speaker or writer means through (he testing by the recipient of validity claims
associated with the action type perform by the she.aker or writer”™. In other words,
the person listening or reading is seen to be mble 1o see thmugh"'distoncd
communicalions {meaning .l_Iml ‘communicative acts that are false, incomplete,

insincere, or unwarranted)” (p. 136).

Ngwenyama and Lee, like Habermas, are interested in how well a person
recrcales a meaning that anolher person intends them 1o understand. That is, “by
how well a person through her assessment of the validity claims made by the
person communicaling to her suceeeds in emancipating herself from distorted
communications, wherchy such communications is deep-rooled in *social action™
(Newenyama and Lee, 19970, p. 156).  Thus, in order to comprehend the term
“social" in critical social theory, Ngwcnyﬁma and Lee (1997a, p. 156) sugpest
that il is neccessary to cansider the orientation of u person’s actions 1o 'ut.he;

-individuals and to thosc actions bring embedded in _uri organisational context.
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This organisational conlext “serves as a reference schema in which actors are able
to act and 1o interpret the actions of other and relates to the possibilities and
polential for social action,” They argue that in executing social actions, “an actor
would rely upon the fact he/she shares every aspeet of the organisational context
with other actors involved in the action situation” {p. 156). In light of this, the
contexluality of social action has numercus practical consequences for daily
organisational life and for researchers who observe il. The following examples

{source from Ngwenyama 19972, p. 152) describes thesc issues:

1. "In an attempt to uncover the deficicncy of Habermas'
account of “contextuality”, Ngwenyama claims that an actor cannol
simply construe any meaning he would like for his own actions or
the actions of others and cannot simply exercise complete free will
in how he/she chooses to act. A researcher cannot build a vaiid
explanation or interpretation by examining just the individuzl factors

alone.

2 In an attempt to uncover ihe deficiency of Habermas’
consideration of “sharcd organisational zontext™ Ngwenyama claims
that conflicting intercsts motivate different individuals who hold
dilferent opinions on the same matter and who can cnd up with

negolialed meanings for the same aclion,

3. In drawing atiention to Ngwenyama’s consideration of the
“publicly observablo behaviour”, Schulz (cited in Ngwenyama,
1997, p. 152} says “the same overt behaviour (say, a tribal pageant,
a5 it can be caplured by a movic camera) may have an entirely
different meaning fo lhe performers, This is, what inlerests the
social scientist is merely whether it is a war dance, a barter irade, the

receplion of a friendly ambassador, or something else of this sort”,

4, In discussing the “publicly observable behaviour™ {whether

an order or a command}, Npwenyama claim (hat these behaviours

187



could be meaningfuj when coming from one person to another (such
zs from a Navy Captain to one of his men) but not when involving a
dilTerent pair, such as the CEQ of an organisation or the trade union
boss of the same organisation. Thus, in order for publicly
observable behaviour to be meaningful, a social context is necessary

for it to be in possession of meaning.”
{source: Newenyama 1997a, p. 152}

Having described what Habermas contends are the norms of social action, [ will

use the next section to describe Habermas' commumicative action.
Habermas' Theory of Communicative Action

In the following scctions, [ discuss some recent literature conceming the
ontology, epistemology, and practice of employing Habermas' Communicative
Action. Most of the ideas were based on Taylor's work (1993) and the work of
Williams (1998, 2000a, 2000b, and 2002). Wilhin bis theoretical framework,

Habermas (1987) claims hat communicative action:

is inter-subjective and co-operative reflectivity, by building mutval
understanding and co-operation towards that which is true, fres, just
and fair." This leads him to argue that the rational form of
communication, which is oriented to reaching an undersianding
across all the three dimensions (objective, social and subjective) of
the worldvicws arc relative to the degree of rationalisation attained
in & “lifeworld™ (p. 342)

Following Habermas’s concept of communicative rationalities, Williams {1996)
following Puscy (1987, p. 81) asserls that Habermas ideatifies three calegories of

human rationality:
1. Instrumental ratiouallty, manifested mainly in work, as it is mainly

technical or instromental knowledge, and i1 is primarily oricnted io

success or control of nature, and studied in the empirical natural sciences.
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2. Strategic rationality {s manifested mainly in persons or dominating
classes, forcing or controlling other persons or classes by menipulation,

coercion, propaganda, threat or by raw power.

3. Communicative rationality manifests itself mainly in lanpuape and
self-reflection and is poncipally of an ethical or moral character that is
concemned with freedom from internalised or outer cocrcion or unjust
authority. It is chielly orented to understanding what is irue, free and
just; and il is oriented to reaching inter-subjective understanding and true
conscnsus; and it is principally studied in the historical, hermeneutic or

critical disciplines.

In discussing the term of “communicative rationality” Habermas, (1996) states
that “communicative rationality refers 1o a mindsel or a way af (hintking that is
most clearly demonstrated in language and self-rellection, especially that of an

cthical or moral character” (p. 12).

Additionally, in refercnce 10 the theery of communicative aclion, Habermas cited
by Leclie (1994, p. 180), stales that an important principle is “what it means for a
speaker, in performing ong of the standard speech acts, 1o take up a pragmatic

o

relation to somcthing in the objective, social or subjective *acior-world”,

As menlioned by Stickle {2002, p. 3}, Habermas® Communicative Action may
involve the “mastery of a particular language's gremmar or vocabulary in order 1o
allow us 1o differentiate between three domains of reference: the subjective, the
inler-subjective, and the objective” He furlher mentions that Habermas'
communicative competencies are in a similar vein to Hegel's concepl of
establishing truth claims. That is, Hegel believes that good faith in one’s
communication would allow us to reach consensus about truth and the validity of
any claim. Thus, “truth resides from one’s own wotldview and not from the

omiside worldview™ {p. 3}.
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Habermas® Conceptualisation of Human Cognitive Interests.

Another appreciation of Habermas® critical social Lheory of human cognilive
interests lie in the theme that his Theory of Knowledge Interests is about evolving
three basic types of knowledge about information systems and organisations, this

is, the technical, social and emancipatory {Ngwenyama, 1991),

Quthwaite (1987} claims that Habermas® categorisation of human interests speaks
of a balancing of instrumenta! action (which launches itself from instrumental
rationality) with communicative action {occurs from communicative rationality).
In discussing the different arcas of Habermas® eritical social theory regarding

human interests, Ngwenyama (1997g, p. 147) identified the [ollowing:

1. The Technical Knowledge Interest is prepared for the purposes of
control and manipulation, for example, the building of effective
information systems applications to supperl organisational processes. That
is, the engineering orentation of organisational and technological issues
which [ocus on the developing of theories, methods and practices that aid
in improving an organisalion’s information systems applicalions and

positively, the lives of individuals who use them.

2. The Social Knowledge Interest shows up mainly in language and is
founded upon the issues of ethics or morality or both, for example, the
development of the understanding of social relationships that an individual
develops while working on information systems applications. That is, the
interpretation of the meanings those individuals build amund information
systems, and (he appropriation and use of these social relrhionships

because of these interpreted meanings.

3. The Emancipatory Knowledge Interest comes from seif-reflection.
This is, it is largely concemed with emancipation from coercion or unjust
authority, real or imagined; it is oriented to truth, lreedom and justice; and

is mostly studjed in the critical sciences,
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(source; Ngwenyama (1997a, Pp. 147-148).

Thus I came to understand the idealistic thrust, of Habermas' eritical social theory
and human cognitive interests, in laying a framework to point 1o the need for
balancing the technical, sociz! and emancipatory aspects (Ngwenyama, 1991).
Furlher (han this, I came to understand that these Bndings may be not only
manifested but actually through self-reflection processes by the external
researcher (Wong & Williams, 2002).

Implications of Habermas® Notions of Self-Reflection and Self-Development.

In the previous sections, I discussed the literalure presenting Habermas® critical
social theory paradigm in information systems research, and present a relationship
between self-reflection and communicative action. It is time to put the onalysis
into practice #nd show ils application in developing & model that allows me-to

developing the above mentioned approaches with practice.

Figure 5.1 illustrates a process whereby self-reflective praclice is able to provide
a way for practilioner applied or tacil knowledge to become explicit knowledge.
That is, as Habermas gaining of explicit knowledge from what was previously
tacit makes the knowledge richer in consequence through selfereflection. For
example, if a professional deosires to achieve reform in their profession, through
systernatic inquiry by collaborative, self-critical communities of practitioners they
cen legitimately employ an awobiopraphical approach integrating practice into
theory. These autobiographies may act es manifestations of a bridge between
economic activilies and academic leamning. This research approach may allow
them to reflect, through emancipatory discourse, through writing in the form of'a
critical ethnography conceming their personal experiences. Thus, these findings
manifest themselves through a selfreflection procéss combining theory and
practice through change and reflection within an ethical framework. This is an
iterative process involving problem diagnosis, action intervention, and reflective

leamning possibly with an extemal researcher (Wong and Williams, 2002).
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Fignre 5.1, A diagram illustroting my synihesis of some links
possible for those involved in action rescarch, professional
practice, and reflective practilioner research,

In the next section, I discuss the theory behind the understanding of the social
aspects of the rescarch, That is, those aspects that manage tacii knowledge
thrangh self-reflection, and then the reasons for my adoption of such theory in the
research investipations.

In discussing the theory of Habermas® communicative action in understanding the
social aspecis of unconscious knowing (lacit knowledge) ond self-rellection,

Ngwenyama, (1997b, p. 153) stales:

Routine social inleraction requircs that organisalional aclors
monitor the action situations within which they operate and reflect
upon Lheir actions and the actions of others. When doubl arises in
the mind of an actor about validity claims of any action, the actor
first enters a eycle of eritical reflection 10 test the claim,

Williams (2002b) sees that reflective practitioner research within the professions

may create foundation knowledge while producing a researching mental structure,
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a kind of professional curiosity. He further advoeates that such attitude may help
professionals to become aware of and interested in problem solving, this, perhaps
sourced [rom an inability to satisfy particular clients in a manner (hat satisfies the

professional as well.

Aler reading eritical social theory literature, 1 decided 1o employ Habermas®
theory of communicative action to investigate knowledge management systems

development and its practices for the following reasons.

1.  Firstly, according to Ngwenyama and Lee (1997) and Hirschheim and-
Klein (1992, 1994), Habermas® critical theory has been more populer
in conducting informatien systcmas rescarch than any other critical
school of social theory. This approach is able to serve as a powerful
framework 1o undersiand the changes in organisational knowledge
management in a broader social context and (o describe fiow (his
relationship lunctions within an orpanisation (Lyylinen, 1988; Lee,
1997).

2, Sccondly, as argued by Markus (1994a, p, 120), Habermas® theory
vrovides dctails of the processes of understanding information -
systems research from the context of a social perspective. Thal s,
Habermas' concept cé.n explain how the interaction of s_oéial, human,
and technical systems provokes changes in the context of information
systems rescarch. These include human (subjective world), social
{inter-subjectively sharcd world), and technical (objective world),
which are all interrelated (Chna, 1986; Laughlin, 1987, 1988; Guba,
1994; Ngwenyama and Lz, 1937).

3. Thirdly, Habermas® theory provokes apen discussion, that is, dialogue
on ways in which critical evalualion can be applied (Lyylinen, 1985;
Habermas, 1987; Taylor and Williams, 1993; Denzin ot al, 1994;
Myers, 1995). As argued by Mouslakas (1990}, Tesch (1990} and

Maxwell {1992), the problem-solving scenario can become clearer

193



through Habermas’s thinking on cultural background and political

interest development.

In the next section, [ present a reflective discourse ta elucidate further the aims of

this research.

5.2, AN INITIAL ISCOURSE WITH THE SELF

In this section [ begin with a dialogue between Adstotle (an aspect of my own
psyche, representing in Jungian terms, the innate wisdom of the anima) and
myself (Encyclopedia of Greek Mythology, 2002). This represents a
developmental account of my theoretical framework whereby I show the reader
how my wriﬁng style would make real the themes of my thesis through a
dialogical interweaving of academic and technical understanding (Taylor and
Williams, 1993; Whitchead, 1998), These dizlogues, concemed with the
development of an inner, psychologically oriented underslanﬂing, deepen the

rescarcl within the framework of crtical theory.

I then sketch out my understanding of the charact_eristii:s of both inner discourse
and upen'discoﬁrse and how they fit into Habermas® dreams of communicative
action. That is, where I advocate stages of inner discourse prior to open
discourses, In discussing the uﬁdcrstanding of Habermas' ideas of lmman
communicalion action, Taylor and Williams (1993) claim that jinner discourse can
be profitably employed “in order to enable the development of inner dinlectical
conscnsus to form a balanced wholeness for building up mutual trust and belter

underslanding™ {p. 16). {n this spirit, I include the following inner discourse,
An Inner Discourse

The following inner dinlogue with an imaginary person named Arstotle, that
stemmed out fram my inner worlds and outer worlds, are imponant to the

development of my understanding of thoughts and reflections from a personal
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point of view. These views allow me fo understand the processes that determine

people’s involvement in the creation and application of knowledge about them

and about their worlds.

Eddie:

"Aristotle, let me discuss Habermas critical social theory in
more detail. I regard Habermas' linguistic work as a
fundamental part of personal sense making and is the source
of communicative linguistic meaning. For example,
Habermas seeks human emancipation that is, liberty and
freedom, by positing that all social actions provoke a basic
set of rules. This set of rules allows individuals to express
their opinions and honour their cutcomes through open
rational argument (Wong and Williams, 2002). Habermas
also mentions that each type of social action would convey
its own validity rule set. Additionally, Habermas' vision is

also ina similar vein to Apel's concept of philasophy:

human beings cannot fully acknowledge their
own motives or the intentions in their
expressions,  Consequently, empathy and
introspection need to be supplemented in
achieving and maintaining mutual
understanding  (one person coming to
understand what ancther person means} among
those wheo are involved in a coordinated
organisational situation. That is, the preference
for reason and understanding (the grounding
for critical thinking) may reveal that all
communication, speech (speech-like action)
must be grammatical, sincere, and appropriate
in order to be meaningful {p. 47). Lack of such
attribution may raise doubts for validity
judgements, since these validity judgements
involve a process for reaching agreement, that
is, the act of speaking itself commils the
speakers Lo favour reason. (Apel, 1980, p. 46)
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Aristotle:

Eddie;

According to Habermas’ Theory of Communicative Action
as cited by Npwenyama (1997b, p. 151), breakdowns in
communication may oceur “when a person fails to observe
the norms or fails to understand the actions of other perscns.
I consider such breakdown processes may be elaborated or
explained through the context of Habermas' nolions of

linguistics communication."

"Eddie, 1 appreciated that you have presented a bottom-up
understanding for extracting the effective structure of
human emancipation. What about Habermas' linguistics
communication, which, in my understanding, relates to
thinking processes and is applied to facilitate personal

learning or sense making interpretations?"

"In order to answer your question, we need to look into the
formal features of linguisﬁc communication through the lens
of the critical social theory paradigm of both Habermas and
Ngwenyama and Lee (1997). As mentioned earlier,
Habermas distinguished the cultural and social sciences {our
surrounding subjective worldview) from the natural
sciences {our objective worldview) based on their objects
and the appropriate means for knowing them, That is,
according to Habermas, as cited by Pusey (1987, p. 87), the
natural sciences refer “to phenomena that is opaque to
thought (eg observation of uniformities in the actors
behaviour through the outside perspective)”. However, the
humanitics “which engage texts, verbal expressions and
actions could be investigated from the inside through an

urderstanding of the author”,
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Aristotle;

Eddie:

The issue of linguistic communication often arises around
discussion and the criticisms of debate (Klein and
Hirschheim, 1992, p. 290). For me, how criticisms of debate
relate to ]inguistic' communication, is through the
intcl;pretation of humén behaviour. This is accomp]isﬂed
by reconstructing a person's internal cognitive and learning
processes through dialogue or discourse (Klein and
Hirschheim, 1992, p. 292). In this, I have come to recognise
the influence of the learning culture, that is, organisational
tacit knowledge, on the participants’ thinking and behaviour
and the outcomes resulting from this change. [n doing 50, |
am able to provide thick desctiptions that reveal the reasons
behind the research interest that establishes the research
contexts. Likewise, these thick descriptidns allow the readers
to judge the worth and merit of my.major research, this
through their own personal reflection in relation to some

form of acceptable truth."”

"Eddie, are you saying that judgements through personal

reflection may produce some form of acceptable truth?"
"I believe so. As Mallery et af {1986, p. 2) mentions:

the phenomena of natural science concerning
knowing could only be studied from the
‘outside’, that is through observalion of
uniformities in the research participant’s
behaviour and these uniformities could only be
explained via the construction of causal laws.
However, in the phenomena of personal
reflection that is opaque to thought, this could
be investigated from the ‘inside’ through an
understanding of the research participant's
experiences and intentions, Thus a reflective
research methodology could reliably and
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Aristotle:

Eddie;

intelligibly account for itself through the
internal cognitive processes ({eg. personal
teflection) which motivated and gave meaning
to each of them. (p. 2)

"Eddie, could your personal reflection be facilitated by an

understanding of Habermas's concept of 'lifeworlds'?"

"I believe so. As Habermas mentions, every human group
involves a lifeworld, [n discussing the concept of lifeworld,
Habermas (1984) cited by McCarthy {1984, p. 5) claims that
the lifeworld refers to linking action theory more
convincingly with the rationalisation process. It has three
dimensions: (1) culture, (2} society and (3) personality. In
another discussion of the lifeworld concept, Habermas cited
by Lechte (1994) claims it is “the world of every.day life, the
total sphere of an individual's experience, including the
stock of previous experience. It is the biographically
determined situation into which tﬁe individual is inserted,
willy-ﬁil]y, This is the world as taken for granted in which
individuals seek to realise pragmatic objectives” (p. 187).

According to Habermas (1987, p 120), it is this lifeworld
concept that links the concept of communicative action
firmly to the coercive forces of society. Communication
action relies on a cooperative process of interpretation in
which participants relate simultaneously to something in the
objective, the social, and the subjective world’s (p. 120).
That is, communicabion refers to the activities of an
individual so he/she may gain recognition of the validity of
their uterances, particularly those involving language (p.

121}, To understand fully the notion of reflection, one must
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Aristotle;

. Eddie:

Aristotle:

Eddie:

share "or be willing to share, one’s lifeworld

understandings.”

“Eddie, are the participants of the organisations you are

researching are embedded in lifeworlds?” -

1-‘{&_5_,‘ I believe my colleagues in the Efmse d_rgéni.sal-i.qns_do
share the backgmund-kﬁowledge of ].ifeworld ‘in the context
of their orgahisations. That is, they would develop their awn
distinct lifeworlds, to varying degrees, during their time
working as part of the organisations.' In understanding the
notion of a self-reflective methodology in exploring both
tacit and explicit knowledge, 1 realise that culture may have
an implied influence and ! have acknowledged this as part

of the big picture,"

"There is much to think on in what you say, Eddie,
Following the discussions of Habermas’ ideas by Orlikowski
and Baroudi (1991, Pp.113-119), they mentioned that the
positivistic approach in information systems researﬁh has
been shown to be repeatedly ﬂawéd i.n its épplication tﬁ
information systems development within the context .of

arganisational ‘lifeworlds’. What is your opinion?"

"In my journey searching for a better model for information
systems research, I found that many systems development
projects (including knowledge management systems) were
abandoned or had failed (Lyytinen and Hirschheim, 1988;
Orlikowski and Baroudi, 1991; Davenport et al, 1996), due to
litle or no communication with the social aclors or
participants, There was a failure to achieve consensus due
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to misunderstandings or mistrust about the development
process For example, Gibbons (1987, Pp. 11-12) argues that

" “the concepts present in the language of the positivist
“research philosophy cannot reflect the e{reryday language
usage of the study participants, as these are considered too
ambiguous and subjective” (Pp. 11-12). From this, I realised
that the conservative cultural values that underpin the
information systems ‘lifeworld” perspectiva function within
the social practices of information systems deveiopment (p.
13},

Using the critical social theary perspective, [ would see an
emarncipator practice of involving open discourse followed
by critical discourse that should result in political action. In
the research I have concentrated only on open discourse
_ (through myself, the reflexive practitioner, with the voice of
my psyche) and then on inner discourse {through the innate
wisdom of the anima referred to as the action-researcher,
see Chapter 5ix). 1t is to another theoretical perspective on
information systems research that I turned to find ways to
balance my perspective on open discourse in conducting

majot resgarch. With that, I think it is time for a recess,”

Having discussed the developments in my philosophical theoretical framework,
the next scction oullines the procedures embodied in the research design.

5.3. RESEARCH STUDY DESIGN

From the literature review and the definitions given in Chapter Two, [ assert that
researching the subject of knowledge manegement is by focusing on a particular

knowledge management system such as WebAccounting.
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Howcvcr, I came to leam that in order to attempt in understanding of the research
subject, whether in ll:)plc ared, ln epoch, in thcoreuca] synlhcsts, or in an
engagement with conccptual fssues, this would involve lhe use of study design
palhways to enlargc its thcorelu:al undcrstandmg Thus, the adupt]on ofa study
des:gn pathway is necessar:ly to seek a.nmvcrs tc thc rcsc:l.rch qucstmn put
forward in Chnpter One that i Is, *How successfully does WebAccountmg operale
asan agent n ccnverlm,g tucll Imowledgc to cxphclt lcnowlcdgc?' This new study.
design pathway is based on the a:chnecturc of (he five- stage knowledge ‘praduct
model by Meycr and Zack (1996 Pp. 44- 45).

Source ) Knuwlcdgc Platferm’ .. . S Knuwledgc Vlews o © Users
Tacit NE ’ : . Explih
Knowledge | - . Knnurcdge Reposhtory Plaiform - Emawledga

Acq I5[IIOT|""+ Refinement— Siorage Retricunt—» Dislr!hutmﬁ " Preserftation
e e
ST rre 7 Hnoviedge Refinery Platform LT T

= chhhology'lnfm.smctnrc

Orga.ntsauonnl Infrﬂslruclu:c

F!gure 2. 2 Archlleclure af Knuwladge Pmducts (Mayer & Zack. 1998}

Figure 2.2 above il]uslratcs how the study design of the archilccture of rnanaging
tacit knowchgc it ls cncurnpﬂssmg f'lvc dlstmct evaluatlons and” is based on
Meyer and . Zaek’s approach to evaluatlon of tacit kncw]cdge Also shown in
figure 2.2, is.the sequenhal undenakm,g of {1) acqutsmcn, (2) refinement, (3)
storage retrlcval {4) dlstnbutlcn and (5) presentation. Thls is elucldatcd in
Figure 6.1 and 6.2, (see Chapter &), which shows an overview of the knowledge
management architecture models ‘of Organisation A and Organlsauon Cand 2
description of the prccesses for each evalustion phase. Accordingly, the specific
questions addressed in the context of manaping the architecture .of the tacit

knowledge evaluation phase of the study were as follows:

1. The organisation’s commitmen to elfective and efficient knowiedge
management; '

2. The orgcnisatioh’s knowledge management.a.rchitecture;
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3. The organisation's melthod of processing flows of information within
) knowledge management [mtcgratwe or interactive aplecanon). _
) ._ 4. The challenges faced in adopimg WebAccoummg. :
5 . The 1mped1n‘|ents faced in uduptmg WebAccuummg

. Ru'ﬁear'cﬁ Metﬁodology :

.'As my study mvo]vcs snclal and orgamsauonal contexts with human sclcncc
hermeneutical d1mcnsmns (ie. the process of mlmellcs through rcccnstructmns of
facl_s by the understandlr;g ofits meanings and intentions rather than by deductive
explanation (.S'tanding,' 2000), it is suggested that an c_thﬁographic'reﬂeclion_on
prc_fessioﬁal practitioner case study methodalogy is most .appraf)_ri'ate‘ As
mentioned in the ﬁegiﬁning of this chaptér; I have adopted a ijnﬁin]y 'eihﬁog]'aphic;
critical social theary app.roach with elements of heuristic iﬂquiry: I stndied t\#b
cases in- deplh OrgamsatmnA and OrganisationC in an attempt to gain empirical
and mterpret:vc nnderslandmg of their resulls. lhat is, in terms of the conversion
of tacit knowledge to exphcn k.nowledge, by (heir adoptmn of the
WebAccounting processes. These organisations cmp]oyt_:d .me dt_lnn_g the time
whén WebAccounting was bpenitiuﬁal. 1 was able to observe ethnographically
and experience in-depth, virtuﬁl]).( all the iiépé_cls of chAcc_ounling_refened toin
this thesis from' the._ p-crsp'ective of a knowledg_e worker.. As a reflective
pr'aclilioﬁer. I kept notes ahd docum'e;nts duﬁng that time and reﬂacte'd upon the
empincal qualltauvc data for this rcsea.rch At ccrtam pomts I will refer to lhls
rescarch by gwmg examples and wgneltes to lllustrate and explam the issues at

' hand For me the concept of wgneltes emerged asa SIng'lcant issue because they
examing toplcs from mn]t:ple perspecnves (Elhs and Bochmer, 2000, p. 740).
These vignettes illustrate through the thoughts and text of an mlm—sub_]echve
ster {p. 741). This creates a self-inquiry that uses raflective comments to expose
personal thoughts about the conversion of tacit lcﬁowl:dgc to c"xp]_icit lu1_owlcdge.

. by the adoption of WebAccounting.

The fol]o“;ing flow éharl (see Fig 5.2, below) presents the ethnugraphié'reﬂe:tion.
on the professional practitioner case study melhodology used-in this study. In

phase anz, lhe philosophical perspcctwe cither the interpretivist or the positivist
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or boih, influences the methodelogy, The elhnographic-reflective-practitioner-
praclice pa’fndigm employing critical social theory narmows ihe interpretive
approach.. Then comes the performing of qualilati've elh'ﬁog.raphic reflection
adopting he critical social theory perspeclive. In phase iwo, the selection of
rescarch  insttuments that includes both face-lo-face interviews and
documentation, is outlined. Then the establishment of data collection procedures
takes place through the rccall of the reflective practitioner data. Then the
application of the hermeneutic approach takes place on the interpretation of
interview iranscripts. In phase three, the analyses of data occurs usiug an
ethnographic iulerpretative approach through a data meta-matrix, The processes
of discovery, observation, documentatiou, and assessment were inlegral aspects
of the methods employed in this stage of the study. Finally, comes the
presentation of the recorded summary of the interpreted findings, which includes

the reflections of the reflective praciitioner.

Figure 5.2; Is a diapram illusimating ihe methodology flow chart showing the
progression of the research. This figure (5.2) also demonstrates how I have
endeaveured to combine critical social theory with a reflective phenomenological

approach.
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Figure 5.2. A dingram illustraling the mclhodclog)} flow charl showinp the
progression of the research.

Research Design

In this section 1 outlines the procédures_ embodied in the research design. Figure

5.3 shows a quﬁIilativc case study methodolagy emfjloying Habermas® critica!
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saclal theory perspective within a phcnomcﬂological. reflective professional

pr@cl_itioncr'approach that is used in this siudy.

However. Habcmms {1987a, p 341) points out that "any methodology that
syslemancally neglects the lmcrprcuve schcmnln thrDugh whu:h social aclmn is
-1tscll‘ n‘lcdtatcd 1s doomed to fallure Habermas dcmands the “grasping of
‘meaning’ that is cunsututwc of soclal rcahty Henee the quahtatwe'nature of
this type of research approach is only cnhanccd by “c_::'cber.i'eﬁlial accounis or
lived-experience descriptions (whiéh] are never identical to lived .cxpcricncc
i.lsclfi.."[p. 342). In similar vein with Habermas® coneepls, Van Manen (2000, p.
2} says

“...ff recollections of cxperiences, refleciions on experiences,
descriptions of experiences, taped interviews abous experierces, or
transcribed  comversations about | experiences are  ulregdy
transformations of those experiences. The upshor is that we need
to find access to life's living dimensions while hoping that the
meanings we bring to the surface from the depths of life's oceans
have not entirely lost sone the natural quiver of their undxsi‘nrbed
existence” (Van-Manen, 2060, p. 2}

Morcover, case study research ailows cross-case analysis and comparison, and the
investigation of a paricular phenomenon in diverse settings (Yin, 1994,' p. 46).
As the adoption of knowledge management systems, particularly in Australia, is
still in the cmergent phase, [ felt that the case rescarch methodology wnﬁld be
most appropriate. Hence, case étﬁdy research is best utilised when the .gda'ls' of
the researcher and the nature of the research topic inﬁuence the selection of a
stmlégy (Yin, 1994, p. 47). Case research is particularly an appfopﬁate'for
cerain types of problems, such os those in which research and me_dry are in the

carly, formalive stages (Yin, 1994, p, 47).

Figure 5.3 below indjcaies the formal research design process for this study. The
shaded boxes indicate modificalion 1o the Yin case study model, incorporating
elements of Haberm:s® critical social theory perspective and utilising a

phenomenological, refleclive professional praciitioner approach.
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Figure 5.3 : Case Research Metlod, sovree from Yin (1994p.49) -~ 0

Firstly, the incorporation of the literature review as the first step 1 thought that
theory development, as a second step, would be more Fuitful if an initial review
of the lilerature and the .jdentification of methodology for the research werc

included as slated at the beginning of this chapter.

Secondly, the selection of research instruments and the definition of specific

measures in design and the data collection process were established.

Thirdly, the adapted model includes an additional siep, shown by the upper
central shaded box. This is the design for a meta-matrix for coding and analysing
the data, as outlined by Miles and Huberman (1994, p. 234). A meta-malrix is "
the *crossing’ of two lists, set up as rows and columns,” The purpose of this
method of analysis is to enable the data to be analysed visually, the data from ail
cases casily compared and contrasted, and as well, the themes and paitemns
identified.
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Finally, a reflective practitioner interpretation of the whole case is incorporated.
It includes the usual reflection 6n'dala'_collected, togelﬁcr _\évith examples or
vigneties from the researcher’s expérience during his time with the researched
orgaﬁisations, which further reflects on the cmpirical, qualifalive data obtained
(Ellis and Bochner, 2000, Pp, 740-743), I believe that this iterative process of data
collection and the analysis of the collecled data and its reflective interpretation

will illustrate and explain the issues at hand.
Case Study Employing Reflective Practitioner Processes

Interpretation of the resulls includes reflective practitioner practices. As o
reflleciive pruciitioner, I critically reflect o the responses by the parlicipants, and
their emotive feelings at that time, the time when each distinctive voice speaks
from its own personal and unique experiences within their individual lifewarld
{Moustakas, 1550; Tesch, 1990). Morcover, data used includes researcher recall
as well as company documents and partfolios. Rellective practitioner data forms
an iterative process in the write up: however, the text of the company documents
can be analysed using a conlent analysis appreach which involves searching for
structures and pattemns in text as a basis for makiﬁg inferences. According 1o Yin
{1994, p. 45) content analysis of documents can assisls in creating the "how" or

"why" questions, which can be employed in the interviews.

Additionally, this holistic case study desipn employs an ethnographic, critical
social theory approach, including elemenis of heunstic inquiry and involves a
combination of secondary data and face-to-face intervicws with the research
parlicipants, The analysis and inlerpretation of the patterns, viewpoinls, insights,
events and aclions that emerged during the research joumey are alse imporiant
tools in providing meaning for and an outcome for this research. Each introduced
meaning is through the voice of the participants and then discussed from the
viewpoint of the refleclive practitioner. According.to Van Manen, (1997, p. 7),

this style has basics of & confessional ethnography, where the dialogue addresses
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the cpistemalogical beliefs and assumplions that underpin the participants

practices in adopting the role of managing tacit knowledge facilitator.

As mentioned by Yin (1989, p. 23) a case study "is an empirical inquiry that
investigates 8 contemporary phenomenon wilhin its real-life conlext .when the
boundarics belween phenomenon and context ‘are not clearly evident; and in
which multiple sources of cvidence are used," This sludy fits within lhé context
of this definition. As this study investigates the adoption of WebAccounting in
facilitating knowledge sharing: the boundaries belween lacit knowledge and
explicit knowledge in knowledge management are not clearly evident, and
muhiple sources of evidence, including documentalion, interviews and direct

observations arc cmployed by lhe research.

Miles and Huberman (1994, Pp. 235-237} and Yin (1989, p. 25) have supported
the use of cose studies adopling a qualitative research methodology. Miles and
Huberman (1994} have given emphasis to its provision for a chronological low
of events that exiracts jn-depth information from a close lived experience. For me,
the concept of lived experience would offer a uscful imerpn:t'ive perception by not
cnly exposing my underlying beliefs, but also including my responses to the daily
interactions Qith my paﬂicipzm_ls (Ellis and Rachner, 2000, p. 743).

My work is a record and illustration of lived expericnees that Tech (1990} refers
to as “ethnomethodological interactionism,” For example, {he investigation of
managing tacit knowledge through WebAccounting is satisfed through cxamp]cé,
narrative descﬁpliuns, dialogues, stories, autobiographical journals and vignettes,
dralt reports and documentation (Ellis and Bochner, 2000, Pp. 744},

As a reflexive practitioner, I believe it is importanl 1o translate my practical
reasoning inlo practical knowledge that is potentially wseful in investigating the
issties of managing tacit knowledge thraugh WebAccounting. ¥ address the three
recurring themes which form the basis of this study, and these provide me with an
interrelated matrix which haes derived all the issucs and oulcomes relevant to the

management of knowledge through WebAccounting, They are:
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1. The role of WebAccounting's knowlcdge repositeries in converting
lacit knowledge 1o explicit knowledge.

2.  The role of WebAccounﬁng’s on-line formals in converting tacit
knowledge to explicit knowledge.

3. The orpanisational changes resulting from the conversion of facit
knowledge 1o explicit knowledge through the WebAccounting

system.

Additionally, the criteria for these recurring themes include a range of findings
that have demonstrated that the use of reflective professional practise promises to
be an improvement over cxisling strategics. Chapter six will explain this. The

procedures used 1o support the above themes included:

1. A review and qualilative content analysis of relevant literaturs and
documentation on Habermas® critical social theory on reflective
professional practices;

2. A review, examination and content analysis of relevant Organisation
A and C repens, minutes of meeting, ond other policy and planning
document;

3. Struclured interviews wilth key persennel of Orgahisation A and C; and

4. An incorporated account of reflective professional practice 1o

illustrate and elucidate the issoes at hand.

5.4, RESEARCH SETTING

The Following Processes Were Used in this Research: Interviews

Interviews provide a means of obtaining data that allow for the clarification and
probing of issues surrounding an evaluation object (Bums, 1994; Guba and
Lincoln, 1981). Schumacher and McMillan (1993) suggest that a qualitative
interview may range [rom an informal conversational interview through to a

standardised open-ended interview. Throughout the interview process, [ focused
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on the characteristics of employing tacil knowledge by the participants.
However, the enriching of the parlicipant’s lived experience through ‘Dialogue’
with the rellexive practitioner and action researcher was possible (Richardson,
1994, p, 522}, B

As a result, six senior managess from two participant organisations OrganisationA
and OrganisationC- werc invited lo take part as well as fechnical subewisors,
operations managers and knowledge worker, Each interview took about one
hour, focusing on the research questions identified in Chapter One,

Also conducted were interviews with WebAccounting consultents 1o gain
alternative perspectives on the topics and issucs raised by the study. 1asked these
consultants questions relaling o the relationship between WebAccounting, its

organisalional impact, success factors, and success indicators.
Interpretation of The Findings

Interpretation of the findings of this research included clements of a dialectical
hermenentics approach. According fo Beland “hermencutics is the study of
interpretation, especially the process of coming 1o understand a text" {P. 439)
Hermeneutics, originating with research interpreting ancient religious texls, “has
evolved to address the general problem of how we pive meaning 1o what is
unfamiliar and alien” (p. 440), In shor it is concemed with the bringing out the
meaning of a fext or lexi analogne, The data in this study, the interview
transcripts and reflective praclitioner data, were analysed in terms of themes,
motifs, and key words. Throughout the interpretation of the finding process, I also
interspersed quotes to give the participant’s voices into the data to enhance the
qualitics of “apparent truth” and “authenticity” of the findings (Richardson, 1994,
p. 522),

Procedure

Imeryiews and telephone calls were used 1o collect in-depth information about the
perceptions of these individuals with specific regard to the research qnestion. The
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provision of an cthics clearance, began at the starl of March 2002, and was made
known to the eight participating cendidates, Follow-up calls were at times
necessary o ascerlain correct interprelation of ambiguous and incomplete
responses, Observation and notation of body language, tone of voice, reaclion to
distractions, and personal appearance, occurred along wilh coding and

interpreting the interview transcripls.

The interview questions were characterised by a semi-structurcd format (Fontana
and Frey, 1994) and followed a funnel-eflect wherchby open-ended broad
questions werc initially asked to probe on issues, followed by more locused and
specilic questions {(Hall and Rist, 1999, Pp. 291-299).

As noled in Chapters Two, a review of relevant literature was an inlegral aspect
of the present study, both in order to provide zn understanding of the setling and

1o cstablish the need for reflective professional practice development.

I asked a series of open-ended questions during the interviews. The interview

qucstions covered the following arcas:

1. The orpanisation's commitment 1o ¢fTectively and eliciently manage
knowledge;
2. The organisation’s knowledge management architecture;
3.  Theorganisation’s method of processing Nows of information within
knowledpe management (integrative or interactive application);
4. The challenges faced in adopting WebAccounting;
5, Theimpediments faced in adopting WebAccounting;
6. Therole of knowledge repositorics within WebAccounting sysiem in
converling tacit knowledge to explicit knowledge;
7. The roles of WebAccounting on-line format in converting facit
knowledge 1o explicit knowledge;
8. The organisational changes resulting from the conversion of tacit

knowledge to explicit knowledge through WebAccounting system;
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I wrole and noted a1l inferviews by hand and not by 1ape recording at the request
of informants, which resulted i an casy flow of information. During cach

interview, 1 noted overall observations as well.
Yalidity and Rellability - Crystalllsation

The use of crystallisation techniques mitigates issues of biases during the
collection and analysis of case data (Richardson, 1994, p. 521). Throughout the
interpretative process used here, I use reflection s a technique to solicit inner
dialogue and to encourage inner growth leading 1o balanced wholeness {Williams,
1996), Through reflection, I am able to walidate partially my findings, as
Richardson (Richardson, 1994, p. 521) rccommends, through crystallisation,
Through crystallisation 1 seck to discover or uncover propositions of multiple
perspectives where these perspectives are socio-psychological constructions

forming an interconnected whole {Tesch, 1990}

Taylor and Williams (1993) and Whitehead {2002) describe crystallisation as the
use of mulliple perspective of qualitative data colleclion methods, which increase
the validity and reliability of results through' the provisien of a comprehensive
interpretation of the adoption of leaming via 1acit knowledge, rather than with the
traditional 1riangulating intention. The major qualitative rescarch meihods used
for this study were semi-struclured onc-on-one interviews and reflective
practitioner processes. Such interviews have a history of use by academics in
ather refleclive related studies (Taylor and Williams, 1993; Whitehead, 2002).

Data Analysis

The nmalysis of data collecied in this study is as follows:

In particular, the analysis of the interview transcripts was executed ulilising

systematic coding via content analysis (Morgan, 1588). Coding of the content

was used to identify and develop relevant cssential themes, As part of this

process, collection and identification of themes and patterns allow the researcher

to understand and group issues (Huberman aud Miles, 1994). [ performed
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separate content coding for each case interview transcript. I comparcd the
resullant (hemes across all jnterviewecs to highlight common points and to
develop relevant essenfial findings. I then combined the cases and I conducted
cross-case analyses. I framed the analyses by the theoretical model as shown in
section 5.1, and compared and conirasted with the literature and themes and
issues presented as shown at the beginning of this chapter. Throughout the
process, I added to the general analyses and, I believe, enriched these analyses by
the addition of the reflection practitioner data, [ discuss this realisation more

fully in Chapter Six.

5.5, METHODOLOGY LIMITATIONS

As with any research, there were methodology limitations. These can been scen

to include:
1. the limitations of qualitative research in general;
2. availability of interviewees;
3 the number, size, and selection of case sludjes.

Limitatlons of Qualltative Research

Unlike quantitative research, which has a sidct set of procedures for each
technique used, the nature of qualilative research allows for a preater flexibility of
the interpretation of the results (Denzin and Lincoln, 1994; Copper, 1999). This
MNexibility means that there is a lack of comparability between interviews because
of the lack of standardisation {Sampson, 1996). The lack of slandardisation of the
interview outcomes oblained from this study requires that the researcher draw

intelligent conclusions from the general viewpoints presented.

Some quantitative researchers clsim there are limitations inherent in using & case
study approach such as uniqueness end low dependability of the results. On the
other hand, Maykut and Morehouse {1594) indicate that several elements i the
procedures for collecting and analysing the data in qualitative research findings

may increase the frustworthiness of the findings. Some of these elements include
) 213



using multiple methods of data collection (referred to iHangulation) and the
building of an audit trail through documentation of all procedures (Denzin, 1988;
Worthen and Sanders, 1987). Also, the use of techniques such as member checks
which refer to the process of esking research parlicipants 1o 1ell you whether yon
have accurately described their experience (Maykut and Morehouse, 1994, p.

147) can assist in increasing the reliability of data collection procedures,
Limitations of Availability Of Interviewees

Busy schedules of essentin! players in the padicipating organisations placed time
limits on mlerviews. Rushed responses to questions that I asked were common
during these times. This was a research limitation, so to maximise the mility of
an inferview; 1 made follow-up calls to clarfy uncerain arens and probe

questionnaire issues furlher.

While underlaking the investigation, the rescarcher, “I,” wore a number of

additioual hats during the course of this study, such as:

1. Project coordinator: which involved all aspects of co-ordinating the
knowledge management project, from promotion of the stall
development program through to the organisation of venues,
materials, and 50 on;

2, Group fuacilijator; which included the facilitation of the enfirc
knowledge management project;

3. Evaluator: who required oblaining responses then weighing and

judging the information received.

While undertaking the investigation, I was an ex-colleague of the OrganisationA
and OrganisationC participants, By virtue of beiug an insider, I was in a unique
position to understand and empathise with colleagues taking part in the study in
ways not open to an outsider {Andersoll, 1983, Atkinson and Hammersiey, 1994;
Borg et al. 1993).
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Limitations of The Case Study, Both In Size And Sclection,

This study is limited to two Australian based organisations, The limitation of
sample size is largely due to ﬁnanc.ial constraints, availability of existing users
and the fact that there is only a dozen or so organisations in Australia that have
adopted the WebAccounling soltware at present. Comparison with organisations
using WebAccounting in other patts of Australia and abroad has oot been

possible, again duc to financial and time constraints.
Further to the limitations arising from the qualitative case study design, the small

miniber of study participants also limits the pencral use of the findings of this

research.,

215



CHAPTER 6

CASE DESCRIPTIONS & ANALYSES

Reflexivity doesn 't mean simply to “reflect on" fwhich usually contes later, or too
late) but Is an immediare critical consciousness of what one is doing or thinking
or writing. However, since it is impossible to do anything innocently in our age
of lost innacence, reflexivity can easily slide Into ironie self-consciousness,
cynicism, and politically correct liypocrisy,

(Appignancsi &Garratt, (1995), introducing Postmodernism)

OVERVIEW OF THE CHAPFTER

Will my heuristically critical reflection practitioner approach lead me, taking
Appignanesi and Garratt’s (1995) waming, to “slide into iromic self-
consciousness, cynicism, and politically correct hypoerisy”™? This chapter revisits
OrganisationA and présents research on Organisationc. These companies
employed different Website design consuliants to develop company-specilic
WebAccounting GroupWare systems, allowing an inter-organisational exchange

of codified information in a struclured, computer-processable form.

This chapter describes an heuristically critical reflective practitioner approach to
augment my ethnographic experience of being professionally involved in the
development of knowledge sharing through WebAccounling in  these
organisations. During the research, [ became increasingly conscious that, through
my professional and ethnographic experience and kmowledge, I was probably
manipulating the questions I asked the research paricipants, Thus, I concluded
that the research had lefi me merely with a callection of aneedotes. However,
used wisely and ethically, this rcsearch material could prove to be significant
research value. Iused reflections of my past experience, as well 25 my emerging
hepes and visions and poals for the [uture, 50 thal my knowledge had

chronological dimensions as well.
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As a guide for the reader and myself, [ explicitly refer to the henristically critical
rellective practice research approzch thromghout this chapter.  However,
sometimes, my use of these reflective praétice clements will be tacit and the
reader might become more aware of them than I might. At other times I will refer
to these openly when I wish 10 add my voice as a rescarcher on issues of n'go'ur
and relevance, or when I wish to assist the reader throngh my own personal
experiences. In the discussion section of this .chapler, T will refer 1o how I used
rellective practice inquiry to describe the contexts, processes, and findings of my

research,

The starling point of the analysis and discussion of gach case is the theoretical
frameworks presented in Chapter Five applied to the following:

1. The organisation’s commitment to cffeclive and efficicnt knowledpe
manapement;
The organisation’s knowledge management arehileciure;

3. The organisation’s method of processing [lows of information within
knowledge managemeﬁt {integrative or interactive application);
The challenges faced in adopting WebAccounling; and

5. The impediments faced in adopting WebAccounting,

In addition, the interview trenscripis are included in my presentation of the cases,
and analysed by systematic coding by means of content analysis (Morgan, 1938).
Coding of the conlent was used 1o source, identify, and develop relevant essential
themes. Collecling and identifying themes and patterns allows the rescarcher to
understand by grouping issues logether (Huberman and Miles, 1994). The
separate preparation of the content coding analysis for each case interview
franseript, resulted in themes that werc then compared across all interviews o
highlight common points and to develop relevant key findings, Then I ireated the
cases as an entity or whole, with their themes, and then subjected them to a senes
of cross-case analyses, 1 framed these analyses using the theoretical model as
shown in fipure 2.2 (chapter 2). They were then subsequently compared and
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contrested with the literature using themes and issucs presented in chapter twe
and five. During the whole process, reflection and reflective analysis of the

refllection practitioner data informed and enriched these analyscs.

CASE STUDY ONE: OrganisationA

Background information

[ was a pari-lime consultant with OrganisationA during the lime when
WebAccounling was installed 10 when il was fully operating. I was thus able 10
cihnographically observe and have in-deplh experience in most of the aspects of
WebAccounting referred 1o in this thesis from the livcd perspeetive of a
knowledge worker. As a reflective pragtitioner 1 kept relevant notes and
documents tluring that time, and reflected wpon the em]ﬁirical qualitative data for
this research. At certain points, 1 will refer 1o this research by giving examples

and vignetes to illusirate and explain the issues ai hand.

Commitment to Effectively and Efficiently Manage Knpwledge in
OrganisationA

CrpanisationA, as a car dealership, has adopted the strategy of developing &
sustainable competitive advantage by adding value, instead of merely selling cars,
and this was to be accomplished by having exceptional levels of customer
satisfaction. This requires not only knowledge of the antomobile market, but also
real and intuilivé knowledge of a potentinl and real customer’s personal needs and
preferences.  The management of OrganisationA n:cognis_és that selling cars
requires that sales stail to have practical indusiry cxperiéncc, particutarly in
solving customer problems. However, this invaluable practical knowledge is
mainly tacit and resides primarily in the individual minds of their scnior stall.
This praciical knowledge is chaotic and complicaled, that is, within the processes
of making a decision, a person has to account for many varables, often
subconsciously, and the necessary skills arc only acquired aller years of
experience with the firm and other experiences, in all facets of this industry. Asa
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result, the management of OrganisationA believes that in today's competitive
" environment, its entire knowledgeable and cxpcriénced stall should enpage this
practical knowledge using the WebAccounting methodology in solving their
¢lient’s problem, In light of this, OrganisationA has already posted much. of its’
explicil knowledge regarding auto services and merchants, past and pms'pective
customers lists and new mechanical services knowledge into on-line electronic
repositories comprising se1s of the integrated WebAccounting knowledge

management system,

An entry front my reflection practitioner journal describes the Organisationd
Webdccomming system:

For some businesses increused Internet hits to their web page
lead to greater revenue. With WebAccounting, staff members
o rot need to spend many howrs looking for tnformation. Since
PebAccounting is itself Imirinsicatly a web site, most
WebAccounting poges offer links to other pages and
opportunitics for more web surfing. For those Interested in
sharing information, Webdccounting provides a Comment
Board whereby stff members can post messages or light-
hearted, friendly greetings to others. WebAccounting can thus
provides an Intranet venue for staff looking for that hard-to-find
information or knowledge. Other Webdccounting features
inciude the following: chat rooms for group discussions,
message boards, information abont deportmental reporis, new
daily releases of research, and steff e-mail addresses. My
conclusion from this reflectian is that the WebAccounting
system assists staff through virtuol face-to-face meelings,
exchange of e-mail, webs surfing, intrinsic rewards and
moativation.

(Note: Reflection practitioner memo, May 2002, file3, p. 3)

Knowledge management architecture of OrgonisationA

OrganisationA has on-line Forum processes, through soflware known as
WebAccounling Forum, which provides the company with compelitive data from
which tactical strategics can be cvolved in order to be exceplionally compstitive.

This Forum allows stalT of OrganisationA to establish, place, allocate, share, and
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incorporate the new praclical tacit knowledge base and use the sum of stafT

experience to supporl customer’s requests.

OrpanisationA's Knowledge RepositoryFlatform

- 5, Prezentotion stage
| Avquire slage -Help sudicnce corprehends and
iy T Wabh tela[ns informuation via
& replics is interocted via Imernet, ‘Ligple contents’. authar contents

Irranet, and Extranet

azpert of the
i Forum b Tedg

archilecture
= 4, Distribution stuge
2.Reilne stage Delivery the convey of niended
-Index by contents MESSIEE
-review, ot & -Fatain information
redevelooment

3. Storage stage

-Sinrage process of knowledge

roextules for future use

Figure 6.J. A diagram showing interaciive aspecis of
Oreanisation A's knowledge management architecture medel.
{Adapted from Meyer and Zack. 1996, p, 47)

Figure 6.1 describes the processes of Organisation A’s knowledge management
architecture. Meyer and Zack used this knowledge management architeciural
process in investigating the knowledge management developmenl processes of
Buckman Laboratory {based in U.8.) in 1995, As for Qrganisation A, the
WebAccounting Forum [acilittes wo types of knowledge management
processes: {irstly, the direct and ongoing exchange of knowledge through the
interactive aspecl of the Farum's knowledpe archilecture, and sccondly, the
Forum's ability to support the refining, archiving, and recording of knowledge
exchunges for (ture use. For cxample, with the inleroctive WebAccounting
technology, (he users may communicate through the Forum with their audience
by rheans of 2 presentation that is an active and exciting experience. This also
allows the user to interact with other soltware or communications technologies,
such as the Internet, Iniranet, and Exfranet to gather or process information,
220



These processes are part of an inlegrative aspect of the Knowledge Management
Architecture Model, see [igure 2.3, Chapter 2,

From my experience and reflection on the Web Forwms at Organisation A, i
became apparent that the WebAccaunting portal is a site designed to be the
centre of an Internet browsing session. The forum portal caters for knowledge
worker research in addition to offering message boards and a chat line. These
pages offer staff and customers a doorway to the discovery and the exclhange of
Information. The advantage of the WebAccounting Forum Board is that people
can post messages from wherever they can access the Inlernel as the forums
hosted by WebAccounting can be accessed by authorised customers or stippliers
throngh a pin-security system. Customer and Organisation A staff can meet
virtually and share idens, and some customers use Forum boards to put ot
Jeelers for vehicles they want to purchase or trade, while athers list vehicles for
sale, For example, suppose a customer has a dilemma over which vehicle to offer
in trade, or how much to ask for her trade on her vehicle. Someonre in
Organisation A, wio knows the car market, can help her to determine what type
of deal would be best. The Forum boerd also provides suppliess with an area
for listing their inventories. The Webdceounting forvm board offers links Jor
continiaits updates of information and provides a virtual portal where custorer
can browse the virtuad aisies with a virtuol shopping basket ond can even go ont a
virtual tour of the product and fucilities. My reflection on the WebAccounting
Jorum bourd appear to be in similar vein to McMaster, 1995; Scarbrough, 1999z,
19990; Hauben and Hauben, 1997; Remenyi, 1999: Miller, 2000 and Rheingold,
1995 (See chaprer twoj. These anthors argue that a Web-bosed imowledge
management sysiem is an extension of information system management, Where
the exchange of business information through an IT network that is the electronic
exchange of information between separate organisations (B2B), or between an
Organisation and its customers (R2C), may be used la support successfil

business partnership.{ Note: Reflection praciitioner memo, May 2002, file3, p. 3)
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The Metliod of Processing Flows of Information within Knowledge
Management at Organisation A

This section describes the basic steps for processing OrgantsationA’s information.
As mentioned above, OrganisationA’s method of knowledge presentation may
appear 1o be similar to Buckman Laboratory (Meyer and Zack, 1998}
OrganisationA  amanges several knowledge management roles under the
WebAccounting system. For example, senior and experienced stafl members take
a leading role in the advising of junior stafl and in providing the tactical siategies
in solving customer’s problems, Then these activilies are reviewed by the IT stall
to identify useful links for storage in an on-line repository. The links arc
captured, revised, and condensed into keywords, then these keywords are
codified, collected, and put together to form explicit knowledpe. This knowledpe
then becomes available and easily used by the siaff members. The IT personnel
of OrganisationA encourage stail involvement in using the Forum. For example,
WebAccounting Forum is able to deliver on-line services or recommendations,
such as current repair and maintenance issues to mechanics as they require, This
allows the service managers at the head office of OrpanisationA and their
mechanical stalT at difTerent service outlets lo intermct with each other. This
interaction enhances communication and encourage active parlicipation in a
media-rich leaming process. Moreover, these tools allow sales personnel to
search through WebAccounting for pnblicly available information about potential

customers as well.

In my own use of WebAccounting Forum, I noted the ease with which users
could post items or enter topics for discussi’a.:l. Onece a post appears, other users
can add a sub-topic wnder the main tepic in owtline form. This enables
discussions te flow easily withowt a lot of ofF-topic drift.  If any stafl member
wanls 1o move on to another topic, then sfhe simply finds one that suits his or her
needds or posis a new item. The WebAccounting system fs thus powerful and easy
to customise. 1 found wumerous examples of stafl using HTML code to add
images and hyperlinks to their posts. In this m;nmer, the WebAccounting Forum

alfows far continvous updates of informaiion and provides codified coniznt,
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collected and integrated so that it becomes widely accessibie, easily distributed,
and easily used by all staff. ( Noie: Reflection practitioner memo, May 2001,
filed, p. 3}

A Challenge Faced by OrpganisationA in Adopting WebAcrcounting

OrganisalionA’s ebility to leverage its collective knowledge by means of
WebAccounting’s Forum is pessible only because of the integration of this
compuler sofllware with the culture and structure of the organisation. The
management of OrganisationA quickly became aware that ils stafi’ would be
reluctant to create, share, and exchange valuable knowledge. Therefore, it was a
necessary part of the project 1o sec the development and installation of 2 generous
reward system for those engaging in the knowledge sharing processes inherent in
WebAccounting. This reward system boosts cooperation, trust, learning, and
innovation among stafl members. It also molivates stall members to use
WebAccounting during their own time as wcll as during business hours.
Therefore, stalf members oflen retain more knowledg;’with the adopticn of the
WebAccounting system. Not only is the knowledge stored in Forum of economic
beneft to all, but it can also be revised and updated at a low cosl. Such activity
makes Forum not only an information asset to the organisation, but it is also a
reliable and efficient means for sharing knowledge and solving common and

unigue problems.
Impediments faced by OrganisationA in adopting WebAccounting

I the early slage of WebAccounting implementation, OrganisationA faced threc
major impediments to its aim of leveraging its collective on-fine knowledge

Tepository,

Firstly, some senior personnel felt that competition smong cerain staff members

that worked against the sharing of knowledge. As one senior stafT stated:

223



Performance appraisals were on an individual basis. Some senior stafl fell
this was not beneficial to knowledge sharing as others may incroose a
competitive edge since knowledge has a usc as a polilical basis of power
and idenlily. (SO1, May 2002, filel, p. 2)

This quote highlights hiow a socio-cultural factor such s reluctance lo sharc

knowledge due personal power issucs, can alfeet knowledge managemenl.

Secondly, there existed a lack of trust between management and employees, and
zlso smong the employees themselves, and this worked against the sharing of

knowledge, whether the Farum was used or not. As one employee stated:

Trust is vital, Pcople cannol share their knowledge with athers il there is no
trust. People arc affaid to share because they do not trust others. (SO2,
May 2002, filel, p2)

This employee appears 1o be aware thal trusl and the encouragement of
caoperation con provide incentives for those engaging in knowledpe-sharing

POCEesses,

There was cven a certain fear felt by some stall. An employee siated:

With the increased compelilive siluation, people are oo much in fear of
someone else taking their position to share lheir knowledge, (803, May
2002, filel, p2)

Thirdly, there were lears conceming job sccurity, which could be seen to be 2

major obstacle o knowledpe sharing.

THE CASE OF OrganisationC

Background Information

From (he mid-1990's OrganisationC has existed as a stockbroking company and

combines Intermet technology with on-line investment to better service its client

base. Employing over 30 siaff, OrpanisationC contains severul business
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operations mosl nolably; en-line shere trading, initial public offerings, and equity

capital markets, Its current product and service ofTerings include:

s Public capital raising services such as public underwriting, providing on-line
retail distribution of public offering shares, and other services including initial
public ofTerings.

» Private capital raising services such as private cquity, assisting private and
public corporate issuers, and joint ventures investment.

» Invesiment portfolio services and disseminating free research reporis on

OrganisationC's web site,

By using the Intcmcl to lower transaction cosls drastically, OrganisationC has
found a niche in the stockbroking industry. Membership is free, but requires a
minimum bank balance of at least 51,000 in cash or sccuritics, and the cost of
trading begins at $20 for a market order. A Market Order is an order 1o buy or
sell a seourity at the current market price a1 he actual time of the sale and has no
*stop loss’ value that may prevent the order from completion or “filling” It is
one of many types of orders, but is the simplest and cheapest 10 make and 1o

cemplete (Training manual OrganisationC, 2001},

OrganisationC’s website was designed and implemented by an extemal consullant
and went “live" in August 2000. This WebAccounting GroupWare application
implemented in the beginning of 2001 allows management 1o facililate
communication and electronic commerce by means of their Intranet with stafl,

clients, and investors.

I worked at OrganisationC as a part time consuliant for 2 years, starling in
Janvary 1999, This period covered the whole installation time of WebAccounting
within OrganisationC until it was fully operational in August 2000. [ wes able to
observe ethnographically and (o experience in-depth virtually all the aspecls of
the WebAccounting sollware referred 10 in this thesis from the lived perspective
of a knowledge worker, As a reflective practitioner, I kept notes and documents

during that time and reflected upon this empirical qualitative data for o research
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purpese.  As I did in the case of Orpanisationd, I will refer Lo this research by

giving examples and vignettcs to illustrate and explain the research issues,

OrganisationC’s commitment to effectively and efflciently managing

knowledge

OrganisationC is not only specialising in providing discount on-line share trading
but also olfers services of market infermation and industry analysis to investors.
The management of OrganisationC realises that in today’s environment it is vital
to understand the concept, potential and implications of sharing knowledge and
information by using a computer-based interactive technology such as
WebAccounting. To control this issue, George, the CEQO of OrganisalionC
anticipated that WcebAccounting used as an on-line knowledge management
system would allow all of OrganisationC’s financial research data available o~
line lo staff and investors. Annual reporis, prospectuses, and press releases were
available for downloading and printing. Furhermore, the linking of these
financial data allows fuher evaluation, and analyses using olher reporting
soltware, by means of impoerling the data from WebAccounting databases onto,

for example, spreadshects for greater comprzhension.

{ noted that OrganisationC used WebAcconnting in o mamier that enabled its
stafl and investors to share usefild information that they find on the World Wide
Web. For example, when someone ' surfed” a web page, the reference ta this is
an entry in WebAccounting's puge store, together with some brief information
about the page (eg, a summary of its contents). The user could atiack the page
to one or more of a number of interest groups. The puge is then retrievable
Jroni the store in a mimber of other ways such as through searching for a word
or a sequenicz of wards, WebAccounting mutomatically displayed stored pages
based on the user's profile of keywords or iiis choice of interast groups. When a
page of potential interest had been stored, WebAccounting informed the users

by e-mail, In this manner, the WebAccounting system was, and still is, useful for

storing repors, prospectuses, press refeases and financlal data where it can be
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downloaded, printed and imported into spreadsheels for analysis. ~ This
enconreged co-workers to provide information to wnalysts and alerted
interested pa'r.rie.r' to significant changes in OrganisationC's JSinancial research

data. { Note: Refleciion practitioner memo, Ma 1y 2002, ﬁle.?, )

Knowlrdge Management Architecture of Organisationé '

In this section, [ pre;sent an overview of Orgﬁniéulionc‘s ngAccouming system.
Figure 6,3 illustrates a diagram of OrganisationC's WebAccounting knowledge
management architecture.  As mentioned above, Due to the fact that the
knowledge management architecture of Organisationc'haé similar characteristics
of another organisation, TRG investigated by Meyer and Zack iﬁ 1996, 1 use their

research extensively,

Figure 6.2 outlines the hicrarchy of analysis within WebAccounling for
Organisz_llionC. In stage one, a range of knowledge modules examines the current
market lhrough ihe Mafket Activity process, These knowledge modules consist
of the cxecutive summziries, ahstracts, main text, graphics, tables, and charis, and
are stored in the “rcj]ository platform,” The WebAc_counting repository platform’
interncts with the WebAccountinig Alert pm_ccés’cs. This process allows the users’
to view and édil reports -for their own pumﬁses. ‘The company updates its
management and operations repoﬁs constantly, so the repository is zlways in an
active state, The repository platform helps users reinforce leaming by fransferring
information from shon-term memory modules to long-term memory modules by

‘means of the storage pracesses.

In slage two, knowledge modules are indexed and linked for flexible access, and
clients/users can then navigate from one module to the next within a report, and
access related modules across reporls {ep. exccutive summaries only), or access
particular modules dircetly. For example, WebAccounting aliows clientfusers to
know what is happening to their sharc trading businzsses as well as knowledge
about their sk management by means of information that is presented using a

uniform and consistent technique.
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In slage three, the syslem querying, reporiing, and the perfc&nanc: monitaring of
these repositbries enebles Organfsationc to integrate its research- knowledge
acrass its databases for meta-malysié_. These repositdrics' allow Orgnnisati'énc to
preduce its st_cmda;rd mounthly 'rcporls'fof internal use;'ror its i:ils'n.:.rriers, and for
* olhers, This opens the door to deliver kncw]édge by mearis of the Internet a5 w_el.l
as building knowledge repositoﬁes t enable the research staff of Oi‘ganis:itinnc
to respond appropn'ate].y iﬁ thcif suppor of virtual research programs. For
example, these repositories are accessible through a “Web Browser” where the
“Web Browser” provides an interactive process by hyperlexting capabilities or by

accessing dalabases external to WebAccounting.

The OrganisationC knowledge Information Refinery Platform includes a [five-
stage process; acquire, refine, storage, distribution, and presentation as shown in
fig. 6.3,

The first stage of the process, the acquisition stage, involves the collecting,
evaluating, and interpreting market information, and reporling those results (a
research report) by means of the Market Activity process. The second stage of
the process; the refinery, involves.specialist-analysis and investigations. For
example, the monitoring of the sizeable traffic of incoming research reporis,
looking for anomalies or cq]lcctivé trading sequences, In this m:mﬁer, the
refining process would provide to the presenters (research analysts) a powerful
tool that is able to cnhance greatly the value of these commnﬁic'atiuns by
delivedng multi-dimensional source reports. The third stage of process, lhe
slorage, involves storage of this newly created knowledge for future use. The
fourth stage of process, the distribution, involves the delivery of this new
knowledge as a new message or as an addendum to a previous message. The fiflh
stage of process, the presentation, involves re-processing this newly crealed data
into a suitable format to deliver a case analysis repord to clients, investors or both

nsing WebAccounting.
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Fignre 6.2, A diagram showing the hierarchy of analysis within
WebAccounting (source: Training Manual of OrganisationC, 2001).
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These processes are parl of the integrative aspect of the K.nuwledge Management
A:chltccture Model of 0rgamsatlonC The analysts ‘of Orgamsutmnc can
communicale Wlth the1r investors by means of a ptesentanon that becnmcs more
* than a smplc message This new ty'pe of information. transfer dlsplays a
sequentlal Mlow of explicit knowledge info and- ont of- thc rcpnsﬂory pIatform
This integrative aspect of knowledge management has the potential to transform
an audlence from passwe recipients of information to active- pamclp:l.nts of

mformauon creation,

Reflecting from my e.rperi’ence at Orgamsarwuc Thave conduded rﬁa! in order
fo siccessfully support b:aw!edge management msb Webdcca!mﬂng must be
able to' assist mm!ym in the tasks of (1) collection of information; (2) analysis of
infarmation. (especially where the analyst requires dep.fh .af vfmi’s) and (3)
.| dissemination of knmv!edge (especmfb- where the analyst requires a quantily of
knaw:'edge that needs to be fargeted ata spectf ¢ audieﬁce) WebAccarm.rmg is
mare fikely to succeed when analysts wark with their customers to :dent{ﬁ'
precisely what are their knowfedge reqmremems WebAccam:rmg, it w:m!d
seem, is able to supparr krww!edge managemem tasks by eﬂsurmg that aeveryone
who needs tiie-hxawigdge has occess._:a u. f Nate. Reﬂecﬂan pracmloner
memo, May 2003, file3, p3) .~ .

The Method of Prdcéésing Flows of Information within Knowledge

Mﬁnagemcnt at Org_aﬁi_sntinnc

The purpose of this scction is to explore the pmccs'sing Nows of information by
mezns of WebAccounting. I recogﬁ_is;a that Orga.ni.satiun.C may aﬁpear to have
some similar characteristics to that of organisation TRG, which was previously
investigated by Meyer and Zack (1997). Iwill address these issues as follows:

1. According to Meyé_r and Zack (1997,p. 47): “in the publishing stage, TRG's
chief enalyst converts the junior analysis' reports to 2 slanderd format. and
decomposes them into knowledge . units, essigning standard document
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identifiers and keywords and creating links amongst the units”. Then, the
distribution of electronically published financial research reports to intended

readers through Lutusﬂotes systams begin.

‘As for .Orga.n_isalionC, _Wéb_A_ccouﬁtiﬁg allows clienis to acce#s_ a-'rangé of
reports for each of the ASX listed stocks. These reports ‘can be grouped into
‘three parts: (1) portfblio upd.é.te (provides srlapshots of recent results, ASX
rcporls or director’s outlonk), {2) Stock summary (this pmwdes a proﬁle of a
stock 1ncludmg financial and performance outlook), and (3) shares profile
{provides lnf‘cn‘nat_lon on stocks 1_nclud1ng latest trading data). The distribution

of all reports is through WebAccounting's knowledge repositories,

. In providing graphical data of stock perfomance,'WebAcccunting allows
interactive charting facilities for Orgamsatmnc s-clients to view Time-Price
re]atlonshlps. movmg average and other nnalysm tools, Cllenls may alto
configure their own charts to nnalyse their stock performances. . For example,
clients can view a snapshot ‘of the day’s market: activity. I.nlruday graphs )
report.s money markets, exchange rates reports, ASX comphance and
dlsclosure stalements, corporate actions disclosure statemcnts a5 well as

. upcormng dividends for all ASX listed equities, mc]udmg ex-dwldend dates
and payment dates are savcd scpﬂ.rately under dlﬂ'erent files, arid may be

viewed as thaugh contained in one hlg file.

. In -the scopc of on-line portfelic management, WebAccounnng a]luwa
OrganisationC's clients to track the pcr[‘urmance of ihelr stocks and examine a
“what if” situation with stocks of interest. These approaches enable investors
to make individuél judgemenis for investing in the stock market.
OrganisationC also distributes on-line documenis primarily by means of
WebAccouniing, Becanse of the available data bases, the on-line portfolio
content enables OrgamsauonC‘s clients to exploit- the indicated markel
uppurtumtles for personal investment, by makmg the most of lhe flexibility
and inngvation of the design and delivery of exphclt knowledge conceming the

fimancial markets,
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4, In the cépacity of Market Infurmation Presentations, WebAccounting allow
Clients to' view a rep.rcsc..liation of the day's market acfivity in .thc Market
Information Kno wledge PIall‘orrn For example, Intra- -day Graphs of the major
Auslrahan stocks are avallahle, as well as the news headlines from major news
prowdcrs Thls allows “brcnkmg news,” covenng ‘such topics as Market
Summaries ond Political Ne.ws stories as they happen Maoreover, this
computer page allows Clienis to view a list of the "movets and shekers" of the
day, with the top 10 stocks by volume, value and percentage price movement,
Clients can also pie.w a list of all forthcoming dividends for all ASX listed

equities, including ex-dividend dates and payment dates.

5. In the capacity of order placing, WebAccounting allows clients to trade
securities through a four-step procedure. For example, clients may select Sel!
or Epy from the WebAccouming Trades menn and then place their orders for
any ASX lisled stocks. These steps are: .

. “'Typc ity Client’s Trading Password and click (Submit)
o Click (Trade) to check the market depth before placing order
. Click (S:l_li‘l‘l) 't_o gel an estimate of total cost

e Review the details _of trade.

6. In the capaczly of setting up “Watchlists" 1o follow a client’s favountc slocks,
WehAccoummg allows clients 1o check a stock’s detmls as well as its recent
price data. This 1_nfonnauon is momtored in'real time and also allows clients
to_apcess markel depth, Reuters news, OrganisationC research reports and
interactive charts for each stock in the “Watehlist,”

7. In the capacity of Transaction Detail Presentation, WebAccounting allows
clients to create their portfolio and record the detnils of their Sell and Purchase
transactions.

Finally, there are a nu_mber of technical issues surrounding the development of

knowledge management systems in creating and managing explicit knowledge of
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linancial markets. The necessity ol a fauliless, vigerous and scalable technology
infrastruclure is required to provide an eflective and efficient imegrated
knowledge management system.  The IT infrastructure at OrganisationC is just
such a syslem, and WebAccounting supporis OrganisationC in the collecting,

indexing and the storng of explicit financial market knowledge clectronically.

To support the requircment for providing information at the right time, the
information must not only he most recent bt also “clean” of out-of-date
information . To provide information In the right formal, the length, style and
language must be appropriate for the reader. Reflecting on my experience at
OrganisationC, { have concinded that in this case, WebAccounting's integrative
network usually provided informotian at the right time, in the right format, and
in a way that was accessible and easily (o use. Furthermore, WebAccounting
easily provided assaciated information as a bj—prodnc‘f. 1 found that I could
easily update WebAccounting web pages lo remain topical, customise the on-
line format in @ manner suited 1o my preferences and it was easy to engage in
virtual interactian with other stafl. (Note: Reflection practitioner mento, May
2002, file3, p. 3}

The Integrated Broking System Within the WebAceounting System of

OrganisationC

WebAccounting includes a fully integrated brokerage system that allows clients
to trade equities and options on-line. Clients and investors can trade by touch-
tone telephone by dialling a Loll free number, or by e-mailing through the Internet.
Trading securilies by means of OrganisationC WebAccounting system require
four steps, (1) clicking on the * trade jcan’, (2) selecting the security code of the
iten one would like 1o buy or sell, (3) approving the real-time price quote, and (4)
clicking *submit’, All conlirmed and execuled orders and monthly statements use
e-mail as the manner of statement distribution.  The OrganisationC

WebAccounting updates all order records immediately; regardless of whether the
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orders use the on-line facility or are directly placed using the telephone.
OrganisationC elients and investors.can access this information in real time by
clicking on the Members Current Position icon, which is found on the web-site.
OrganisationC investers have access to the Australion Stock Exchange, real time
quoles, company anmouncements, ncws, and research. CrganisationC
WebAccounling is capable of performing checks to ensure customer validily and
1o verify that any transaction has not violated legal regulations. OrganisationC
also has the ability to stipulate any addilional erteria the company wishes to
monitor. For example, the company could subject all trades over $25,000 to

jmmediatc review. (Source; OrganjsationC Training Manual, 2001)
The Integrated Broking System of OrganisationC’s WebAccounting System

In this section, 1 address the features that WebAccounting provides for on-line
stock broking activities. These on-line stock broking activities include the cight
levels of presenlotions: Alerts Presentation, Online Porfolio Management
Preseniation, Placing Order Prcsenialion, Graphic  Stock  Performance
Presentation, Stock Watchlist Presentation, Purchase and Sales Record
Presentation, Ovrder History Pre.séntalion, and the Market Information

Presentation
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Figure 6.4, A diagrem illustrates the feature of *Alert’ signs in
helping clients to interpret market information. (Source:
OrganisationC, 2001)

Aferts Presentation, These arc the interactive presentations developed using
primarily text, graphics clip art, and pictures to relate a problem or a situation to a
clicnt. For example, by using Alerts Presentation, clients are able to view hisfher
account usage and buy to the limit of hig/her aler credit balance. In the Alert
Presentation, client is also able 1o menitor, create 8 new price, read the news,
volume, or status alerts. In addilion, a client is able to edit the current alerts, and
see if they are currently cnabled as well as to see how each alert will notify

himMher (Source; OrganisationC’s Training manual, 2001).

M icd cves tha column by pdngs and buttany ¢a gal sddtisn sl help,

WebLegacy's ONLINE PORTFOLIO MANAGEMENT

i Clicnts can use the Online Porlfolio Management to track down the perforrmonce of their slocks and also to

. explore "shat il” siluation wilh stocks of interest, .

Having pravided quantily, purchase date, purchase price and dividead for cach stock in the list, Clienl then are
eble to calewtate relative profits using the current ASX stock prices,

Figure 8.5, A diagram illustrating the featurcs of online Portfolio
Management Presentation (Source: OrganisationC, 2001)

As mentioned above, WebAccounting allows clients to irack down the
performance of their stocks and also to explore a “what il sitnation through the

“Onling Portfolic Management Presentation.” Clients can track down the
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performance of their traded stocks and explore their share porifolio (Source:

OrganisalionC’s Training manual, 2001},

PLACE AN ORDER vie Weblegacy

Trading securitics requires four sleps.

“ By choosing Scll or Buy frain gither the WebhLegacy Temles
P e L] Menit, of from 2 particular stock in o Stock List, Clicm of

[---pnml [Feaar =]

e

Talstrn Coapin gt 114 3 Mgy 2000 3-0pen .
n::‘f,'!&:ll k‘i’:'..!l:ll’-‘???.‘.:"ai_'_"!' l:L:'-'l

b LU LI LU

! BAGD | B.T30 LE.T4F "
Y g aincediak: o

Qrg B can seeess Whe WebLegacy Oaline Trading Cenire
here clients con place orders for ASX listed stocks:

Type In your ‘Treding Password ond cliek [Submit)
Click [Trade] 1o check the market depith before plucing
their order.

Click [SUM] to get en estimate of the tetal cost or net
return of Clients rade.

Adter clicking [Submit]) Clionis have the opponiunity 1o
review the detzils before submitdng your order.

Figure 6.6. A diagram illustrating “Place An Order Presentation” {Source:
OrgenisationC, 2001).

As mentioned by above, WebAccounting allows clienis to place orders through

the “Place an Order Presentation,” noting that trading securities requires four

steps,
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Weblegacy's GRAPHICAL STOCK
PERFORMANCE

sl Bl - AP aa

Clients’ can to view
Time-Price
relationships, moving
averapes and other
analyzis lools (eg.
Relntive Strength
Index).
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Figire 6.7, A diagram illustrating WebAccounting’s graphical Stock
Performance Presentation (Source: OrganisationC, 2001).

Graphics are essential building blocks for Web.% cocounling applications. That is,
in business and training-related applications, charls or graphs are usually the best
way to present related data, WebAccounting allows clienis to develop charts with
electronic spreadsheets, statislical programs or use some olher “presentation’
programs that can integrate charl making capabilities into their programs (Source;

OrganisationC’s Training manual, 2001),
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WebLegacy ALLOWS CLIENTS TC SET i P WATCHLISTS TO FOLLOW THE FAYOURITE STOCKS

. WebLepacy allows (1) Clients lo menitor real time prices, (2) use WebLegacy's Watchlists 1o view deailed
" stock fnformation, and (3) uceess Markel Depth, Reuters Nows, R h Reports and i

Charts for

- ench stock in the WebLegacy's Watehlist,

Figure 6.8, A diapram itlustrating WebAccounling's favourite Watchlist

Presentation {Source: OrganisationC, 2001).

As mentioned above, WebAccounting allows clients to set up “‘Watchlist

Presentation” to look for any snomalics of their favourite stacks.

i W 1D T4 13AE
AT I i [

op Etocks .L»;‘-‘AI g

WebLegney ALLOWS RECORD CLIENTS PURCHASE DETAILS
Through Webl.cgaey's Pariitllo View elicnts are able to ereate a Portfolio,
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Figure 6.9, A dizgram illustrating WebAceountings Record OF
Clients Purchase And Sales Delails Presentation {Source:
OrganisationC, 2001),

As mentianed above, WebAccounting allows clients to record the details of their
purchase or sales transaclions on the “Records Clients Transaciion Details

Presentation."

(Clleclt‘éllswﬂs%?ﬁ; MWebLegucy ALLOWS CLIENTS TD REVIEW ORDER HISTORY
he e pliis
ADERHISTORY || i it RN L. The review arder history allows

FdiBRr g 10 Awas Rl _ ]
PYCIT T 11 ey 1188 2 na|  processed orders, This onder list

disploys up Lo (wo manths,

4 o s

Figrre 6.10. A diagram illustrating the features of Order History
Presentation {Source: OrganisationC, 2001),

As mentioned above, WebAccounting allows clients to check the details of their

processed orders through the “Order History Presentation.”
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MARKET INFORMATION provided by WebLegaey

WrebLegacy allow Clients to view n snepthol of the day's |

market activity in the Morket information knowledge
platform. Fer example, Intraday Giophs of the mzjor
Australian stocks are avoilable, us well a5 theh nowa
headlines fom major news providers, covering such
lopics 25 Markel Summarics wnd I'oliticel News stories
w5 Ihey break, Morcaver, this page will allow Cllenis 4o
vicw & fist of the “mavers and shakers® of the day, with
the (o 10 stocks by volome, value and pereentags
movemenl ovoilable. Clients can also view a ligt of il
upcumning dividends for all ASX listed squitivs,
including ex-dividend dates anc payment datec.

Figure 6./1, A diagram illustrating the fealures of Markel

Informatien Presentalion (Source: OrganisationC, 2001).

As mentioned above, WebAccounting allows clients o view a snapshot of the

day's market aciivily on the “Market Information Presentation.”

Impediments faced by OrgenisationC in adopting WebAccounting

In 2001, OrganisationC faced threc major impediments to its aim of becoming &

successfizl on-line slockbroker,

Firstly, OrganisationC faced considerable criticism from other slockbroking
firms, They were apparently concemned that services offered by QrganisationC
would reduce their market share, As one senior officer of OrganisationC stated;

We did not receive any orders from other discount brokers,
although we provided a very competitive price for their clients 1o
trede with us, Hence, we gave up the idea of brokers sending us
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orders, and instead focussed our efforts on a marketlng campaign.
{SO4, June 2002, file2, p. 2)

The fear that OrganisationC would gain a substantial market share in share

trading is ev_ident; and wasa niajdr issue for lraditin_na] stockbrdke_rs.' '

_ The Australian Stock Exchangc (ASX) demanded a h1gh level cf cumleance 1o
their regulatlons OrgamsanonC came to be a pnme targel for lnvesllgntlon in the
ASX, even for minor complamls The management nf Orgamsatlonc were
wﬂlmg, however, to co-operate with ASX, \Vhlcll led to0 a positive relationship
with the ASX. As one trader of OrpanisationC stated:

In the beginning stage of adopting WebAccounting for on-line
share trading, we oflen got complainis from clients. These
complaints did not relate to any frand issues, but often pertained to
areas of minor dissatisfaction issues. Tn most cases, the market is
dynamie, with changes occurring very fast, so typical of these
complaints was “Why didn't my transaction go through instantly at
the time ! placed the order — now the price hes dropped and my
trade was not done.” Sometimes, we suspected that this rash of
minor complaints might have been a backlash from other
stockbrokers, as most of the clients who made these complaints to
ASX were small traders, (SOS, June 2002, file2, p. 3)

The above quote implies that other stock-broking firms were using small traders

1o create pmblefns for OrganisationC,

Due to the lack of Intemet commerce laws, OrganisationC had to be sure that it
was nol violaling any curreni securities or other lmvs and regulatmns as well as
allowing for possible future legal amendments aﬂ'ectmg these on-line operations,

As OrganisationC’s legal officer reported a scenario of 2 dispute case.

Assume our company receives an elecironic message accempanicd
by our company dipital signature, The message appears to be
authorised by our Michael, a customer of ours, Michacl’s apparent
authorship of the message {s vcnﬂed by our IT sta(T by using the
public key centificate.

Our company acts 1o its detriment in reliance on the message and
beliel confirmed by the certificate that Michzel has authored the
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message. For example, the message instructs our company to pay
money to Peter (a third parly) apainst Michael’s sales procecd of
5000 units of “Testal” shares, '
Michael then claims he never authorised nor sent the message and
disclaime liability to our company.. No ﬁ.mds are recnverabic from
Peter. -

-Michael knows neither how the complete and forged dlgllal]y
signed messapge evolved nor its source. It is possible that a third
parly Mr. X may have obtained access to Michael's privaie key,
which is located in Michael’s’ personal computer, and used it to
sign the message. Michael cannot convincingly prove this, and
neither can our company persuasively . disprove it. (Source:
Organisation C’s Training manual; SO6, June 2002, file2, p. 3)

On reflection, the legal officer was confirning thai there are some degrees of
wncertainties in the Elecironic Transactions Act 1999, Australian law. Michael
would be legally respansible for the message if a cautrt was convinced that in
fact the digitally signed message originated from Michael or by a person acting
with Michael's authorfiy. Usually, OrganisationC would need to establish that
Michael was legally responsible for the message, ond f!:erefore OrganisationC
would have the burden of praving this.

On the other hand, to disprove this, Michoe! could press forward as to how the
wiessage evolved with his key, but without Is anth ority. In such a dispute, there
s ahways some grey isswe involved, From OrganisotionC's fegal adviser
anolysis there are alnays some legal Issues such as:

I. Whai would be the l:abfh!y of o third par!y Mr ,'ﬂ Jor mar:curafe

identification?
2. What would be the ligbility of the signer of a message who loses the private

key?

In each of the cases, it will agoin be a question of whot evidence OrganisationC
can prodice fo convince a court that Michoel wos responsible for the message
or liable in negligence. However, there is also a question as o whether
Organisotion C con hold Michael legolly responsible on these grounds. The
opplication of fow in these cases is not clwoys cleor. (Note: source

OrganisationC Training manual: Reflection practitioner memo, May 2002, filed,
p4)
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FINDINGS AND RESULTS

Dialogue Vignettes

In the following section, T discuss & range of strategies in rcgard. to the shating
and managing of Organisation A’s and C’s tacit knowledge. It is intended to
fagilitate and assist the reader in having a deeper understanding of the
development, activities and pertinent issues revealing the epistemology and
practice in a narrative fashion, which has elements of a confessional ethnography
(Van Maanen, 1995, p. 8). The dialoguc undemins the epistemelogical issues and
assumptions that highlight the professional practice of stall members, of
OrganisationA and C, in adopting the role of knowledge facilitators. In this light,
the manifestation of a lived rescareh selting experience is revealed through the
parlicipant’s dislogue from OrganisationA, OrganisationC, and myself, the
reflexive practitioner, with the voice of my own psyche (at times representing in
Jungian terms, the innate wisdom of the anima) referred to as the action-
researeher, Each voice expresses a personal perspective and interpretation of the
research action. In this wriling, 1 believe that I may be able 1o capture the
important qualities of lived research experience as well as a sense of the
appearance of truth. Discovering a meaning and its appearance by means of
dynamic questions and answer dislagues with my readers creates this emergence,
The voices of participants from OrganisationA and C are interspersed throughout
the dialogue to help to create a sense of authenticity. Occesionally, hearing the
voice of my own psyche (g5 action-researcher) adds other authenticating issues to

the research [mdings.
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Research Interviews

The following section describes and analyses.all the research interviews
conducted with OrganisationA and OrganisationC. The analysis was based on
systematic content coding (Morgan, 1998) and largely utilised a pariicipant
approach, which relies on inlerviewee quotations to illustrate themes and suppor
key findings {Geissler and Zinkhan, 1998). The ensuing headings are the essential
identified themes and, where appropriate, I provide supporling quotations. T use
the following code 1o differentiate between the different sections within the

organisations. {See Table 6.1)

Finance stail OrgAFinance | OrgCFinance
Sales stalf OrgASales OrgCSales
Administration stafT | OrgAAdmin | OrgCAdmin
IT stail OrgAIT OrsCIT
Workshop stall QrpAWkshop

Table 6.1, A table showing the coding matrix of participants for

the research interviews.

As detailed in Chapter 5 the three major themes perlaining to the [frst major
research question: “For managing organisational and individual knowledge, what
are the impacis of the adoption and use of WebAccounting, in the conversion of

tacit knowledge to explicit knowledge?" are

1.  What js the role of WebAccouming‘s knowledge repositories in the
conversion of 1acit knowledge into explicit knowledge?

2, The mle of WebAccounting’s on-line formats in converting tacit
knowledge to explicit knowledge.

3 The organisational changes resulting from the conversion of tacit

knowledge 1o explicit knowledge through the WebAccounting system
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THEME 1: THE ROLE OF KNOWLEDGE REPOSITORIES WITHIN
WEBACCOUNTING SYSTEM IN CONVERTING TACIT :
KNOWLEDGE TO EXFLICIT KNOWLEDGE .

K.nowledge reposnones arc a crucial resource for creatmg and d:slnbutmg'
knowledge through WebAccuunimg As detailed in Chapter 2, lmow]edge_
reposttcnes facilitate thc mtegrat:ve a.nd 1nte1'=lcuve aspe,cts of how]adge
management ar_chztecrure. Bmadly spaakmg. the recordlng and archiving. of
knowledge exchanges such as .e-mail and dn-lfne group’ discussion, into
know!edge repositories for future knowledge management purposes is a valuable

process by—produl:t

All but ene of the five research parlicipants indicated that WebAccaunting's
knowledge repositorics enabled effective and eflicient knowledge management by
allowing ﬂexibiIity'in arranging, selecting, and integrating knowledge content.
The following quotes describe the use of knowledge repasitories for a specilic

knowledge management process.

The chief mechanic from OrganisationA recounts that WebAccounting
knowledge repositories are used by the iﬁteractive Farum, which supporls the
sharing of know]cdge through the process of exphcalmg tacit know]adge in the

mechanical area

Eddie: “What do you think about the role of WebAccounting's
knowledge repositories in supporling knowledge sharing
through the process of explicating tacit knowledge in the
michanical area? What do you think of the praposition
that “knowledge equals power™ in the context of the
political infrastructure of your organisation?

Chief mechanic: Initially, I have ta define my core skills and knowledge for
_my business. For example, a8 a chief mechanic, I know
that knowledge relating to fixing motor vehicles is very
valuable, bul it all stored in the heads of the best-informed
people, the experienced mechanics. Such knowledge is
mostly tacit, and the formulation of same parts of it is
necessary, Through WebAccounting, I see that such tasks
can be performed, and 1 have seen that the orpanisational
knowledge can be proactively managed. Our new Forum
knowledge repositories achieved a modest but noticeable

245



growth in parlicipation, Without the WebAccounting
Forum, OrganisationA’s  capacity to . encourage
collaboration among all kmowledgeable staff would have
been sedously restricted. 1 also noticed: that these highly
knowiedgeable and skilled individuals hold positions in
high levels of rnanagement (CrgAWkshop, May 2002, -
file], p1) : "

Reflexive Practf.fio:!e:'- : )
In the above quote, the chtef wechanic describes the way
‘that the creation and use of WebAccounting knowledge
repositories explicated tacit knowledge in the mechavicat
area, His polnt that the most experienced mechanics are
the best-informed people appears to be consistent with
MeClane and Mento (1991), and Fitzsimmons (2000} (see
Ch 2. They found that by converting tacit knowledge to
explicit blotvfedge wonld enable an individual io learn
and acquire the relevant information, thereby increasing |
his or her personal knowledge. They further suggested
that knowledge is power and argued that management
and interest groups that control Information indirectly
consrol power,
The Chigf Mechanic's- last sentence supports the
assertion thaf WebAccounting knowiedge reposifarfés
) .supﬁo::f'co!fdbo:"aﬂoa-wirhm :hé process of explicating
tacit kriowledge, ‘His statement about the need for tacit
knowledge to be formldat{.'d and proactively managed
.s'ee:.'u_s o b;e. in a simflar vein to the philosophy of
Zimmernan (1999) and Kanter (2000), who argue that
contral of information Is oflen seen fo be cruciat to the
sustainabifity of management structujes within an
organisation, Thus, embedding ideoiogy inte knowledge
and information to achieve ufterior :‘r}fenn'ans ‘are
ﬁ-equem orgottisational practices (Persanm' reﬂecuon.
| May 2002).
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Action-researcher (to add other nuthenticating
perspective): . . .

In the above reflexive verisimilitude {appearance of
truth), the voice of the Chief mechanic captored vital
qualities of Habermas® context of lifeworlds. He viewed
best-informed people lifeworlds concems as management
issues. ‘Thase jssues created a compfomise- between
senier managers (who had managerial control and power)
in the head office and the stafF at the workshop floor,
The perception of the Chief mechanic was that they
should secure some forms of representative positions in
the head office when involved in making decisions
regarding the service and maintenance issues. The Chief
mechanic realised that the key to such resources lay in the
hands of best-informed people in their organisation. The
WebAccounting Forum has already opened the door
showing all workshop staff members & way to increase
their knowledge and fo use this Jmowledge to thé
advantage of their employer and mostly, themselves. An
unimaginable opportunity that was unthinkable just a few

years ago.

A Senior Finonce Office from OrgonisationA states that WebAccounting

addresses the issues of direct and emergent exchange of kmowledge through the

Forum knowledge repository, au interactive aspect of the knowledpge architecture

maodel {as shown in fig, 6.1). For example, by means ol an electronic discussion

space like the Forum, people are able to cither search for knowledge or share their

experiise. In addition, the use of knowledge repositories involves the process of

acquisition, refinement, and storage in order {0 create or update the content of

knowledge. The retrieval, distribution, and presentation platforms create and

preseni various views of that knowledge,
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Eddie;

To what exlent do you think that WebAccounting's
knowledge repositorics address the issues of direct and
emergent exchange of knowledge through the process of
interactive Forums?

Senior finance ollicer from _OrganisatiunA:

Our 2im is 1o manape and share tacit knowledge that is
highly organisation-specilfic, rcsiding within individuals
and forming parl of their social interactions within the
organisation. Naturzily, we try to understand subconscious
knowledge, as it is a totality of personal opinions and
beliefs, Hence, we require a scheme for linking, cross-
referencing, and explicating such tacit knowlcdge to allow
meaningful sharing, We need a system capable of
recording such complexity, For example, by using
WebAccounting, this allows us to inlegrate the entire tacit
and explicit knowledge and stors this into one main
knowlcdge repository.  We also believe WebAccounting
Forum knowledge reposilories enable us to review other
tasks performed by our colleagues, This knowledge will
help us in the discussions with clients, defining what is
feasible and what is not. (OrgAFinance, May 2002, [ilei,
pl)

Reflexive Practilioner:

In the above guote, the senior finance officer identifies
that WebAccounting's knowledge repositories adidress the
issues of the direct and ihe emergemt exchange of
kmowledge through the processes of interactive Forums,
Her point about how WebAccounting enables interactive
Forums (o act as the primury medium for knowledge
exchange within the process of explaining tacit knowledge
appears to be consistent with Meyer and Zack's (1996)
work on the fmowledge management architecture
Sramework,  There they comment that the interactive
aspect of their knowledge architecture model allows the
pracesses af acquisition, refinement, and storage of
knowledge to create and update that knowledge whenever

and wherever needed. (Personal reflection, May 2002},
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Action-researcher (to a2dd other anthenticating
perspective): -

In the above reflexive verisimilitude, the volce of the
senior finance ofTicer caplured the practice of employing
Habermas' communicalive action, paricularly the
categorisation of instrumenial rationality. It represcoted a
technical or instrumental knewledge culture oriented to
assist the render in tracing the development of knowledge
exchanges within a constructivist-oriented environment.
That is, it allows the scnior finance officer to express her
personal voice, perspective, and interpretation on how she
encounlers her expedence through manifestation based
upon mainly in her day to day work in adopting

WebAccounting systems.

An IT officer from QrganisationC, reflecting on the explaining of tacit knowledge
through WebAccounting, provides an example of knowledge management in
supporting decision-making where tacit knowledge is recorded and distributed

through WebAccounling's knowledge repositories.

Eddie; To whal extent do you think that WebAccounting's
knowledge repositories supporl the process of knowledge
creation by tapping tacit knowledge?

IT officer from OrganisationC:
Well, we ars living in an information-driven society. 1
suggest that the need to highlight the significance of
knowledge management is becoming widespread. Other
knowledge such as understanding, skills, experience and
the values involved in performing a task are signilicant.
Knowledge is difficult to ariculate but it is a time-
consuming aclivity 1o share knowlcdge, however, if not
shared, then most tasks are impossible to delegate, Yeah, I
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suppose WebAccounting knowledge reposilorics can
provide the context for interpreting knowledge as they
cnables users to dynamically alter and interactivity
combine views of the knowledge being stored in the
repositories. At any stage, tacit knowledge helps 1o solve
problems and yield superficial opporunities for the
Organisation concetned. In this way, my boss can access
internal and exlernal information in making his decisions
for maximising productivity in my depariment. (OrgCIT,
May 2002, filel, p1}

In the above quate, the IT officer states that
WebAccounting's knowledge repositories support the
process of knowledge creation by lupping ftacit
inowledge, often highly subjective or individual insigits,
intuitions and hnches or individual. His point about his
superior using ‘external and internal hxo\vle:lge' in
making decisions seems to -be consisteni with the Zack
(1996) and Zwass (1998) concept of knowledge transfer.
There they argue that imowledge management helps to
efabarqte and disseminate extzrnal knowledge, .and ta
brﬁrg that kowledge to solve probiems and yield
superficial opportunities for the organisations concerned
(Personal reflection, _Maj' 2002).

Action-researcher to nadd another nuthenticating
perspective:

In the above reflexive verisimilitude, the voice of the IT
officer captured the practice of employing Habermas’
communicalive action, paricularly the categorisation of
straiepic mtionality. That is, it addresses the way a
person is forcing ancther person by means of the tapping
of hisfler tacit knowledge by manipulation, coercion, and

propaganda.
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The Senior Sales Manager from OrganisationC recounts that WebAccouniing's

knowledge reposilories enable refining, archiving end recording of explicit

knowledge for facilitating the distribution of research to intended renders.

Eddie:

To what extent do you think that WebAccounting’s
knowledge rocpositories enable refining, archiving and
recording of explicit knowledge for facilitating the
distribution of research 1o intended readers?

Senior Sales Manager from OrganisationC:

The cxplanation of lacit knowledpe is becoming more
complex and less easily understood, for cxample, issues
ranging from elfective ways to explicate tacit knowledge,
to the selection of the knowledge 1o be made explicit.
Thus, we need to understand the curreni markel situation
and the trends that will affect future steck markets, This
might involve studying the demographic trends and socio-
cconamies foreeasts, to ensure that we can mest future
demand, [ believe the storge in clectronic repositories of
explicit knowledpe about investors market opinions,
market indicators, [nencial products, and business
knowledge, is a productive use of such a facility, Such
reposilories, when indexed using appropriate concepls and
categorics, such as rationale for actions, conclusions,
intentions of knowledpe development, meaningfil
stretegies, or recording the scquences of events, can be
carmied oul by WebAccounting (OrgCSales, May 2002,
filel, p. 1)

Reflexive Praciitioner:

This quole from the Senior Sales Manager from
OrganisationC  suggests  that  WebAccounting's
knowledge repositories facilitate forecasting functions.
His last senlence supports the assertion that
WebAccounting  knowledge  repositories  help  the
explanation and presentation of meaningful concepts and
categorier of evemts, including the orchiving of
underlying tacit knowledge for future use. His point
regarding “such repositories...meaningful and sequences

of events" appears to be in similar veln ta Aadne, Krogh,
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| and Roos, (1996) whose concept of copperative sirategies
suggests that cooperalive .'}frategfes can be transiated
inte common véuur&r, an‘l_r'mr'ces. mergers, ar_:qm’sirions
and virtual enterprising. I see sﬁc!:_ transformation
pra'cessés as ‘a powerful way of access.fng ‘and
transferving  organisationally embedded  kmowledge
{Personal reflection, May 2002).

Action-researcher {to add other suthenticating
perspective):

The following conversations illusirate some dificnllies
encountered by Senior Sales Monager  from
OrganisationC  within the practice of employing
Habermas® communicative action, . particularly the
categorisation of social knowledge interest (refer Chapler
five). Social knowledge interesl resulls from a
manifestation based mainly in language .and based on
cthical or moral issues. Inlipht of this, the involvement
of demographic trends and socio-economic forecasts, say
to us, that in order to understand the development of any
activity related to the effective and efMicient sharing both
the tacit and explicit knowledge, one needs to understand

the social relationships that are built around it.

The adminisiration officer from OrpanisationC recounts that WebAccounting

addresses the issues of supporling, refining end archiving the records -of

knowledge exchange, since staff members are able to contribute their best

prectices and skill into 2 knowledge repository where it provides a means to

integrate and build on collective knowledge.

What do you think of WebAccounting's role in addressing
the issues of supporting, refining and archiving the records
of knowledge exchange?

Administration Officet from OrganisationC:
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The business knowledge in my organisation includes
elements of “know how", "know what" and “know wha.”
These elements frequently influence my decision-making.
1 also need to apply knowledge-sourced experiise in
performing my job. Such skills would invelve formulating,
codifying, and documenting things that are stored in the
repository (a process of simuitancously knowing and
acting). Tt requires a tool. I belicve the role of
WebAccounting  knowledge repositories enable  the
management and sharing of such knowledge. For example,
iu my admiuistration department, cperation manuals, that
is, guiding noles on how to perform tasks are crucial, New
people are able to leam quickly and achieve job
consislency at the same time, (OrgCAdmin, May 2002,
filet, pl)

Reflexive Practitfoner:

In the above quote, the administration officer thus osseris
that WebAccounting enables stafl to contribute their best
praciices skill into a kmowledge repository where the
collective knowledge are collecied, integrated, and
shared among people and can be used for confionting
similar problems. Her opening remark appears to be In
similar vein to Quin, Anderson, and Finkelstein (1994)
with their concept of four distinctions between the types
of knewledge. There are the “know-what, know-how,
Enow-wiy and care-why." Her last sentence suggests
that the importance of knowiedge and its role in helping
ait argonisatlon become competitive through the concept
of the learning organisation. As mentioned by Senge
(1996, 1992) who describe that the ability of transfer
knowledge quickly and effectively from ane part of the
organisation to other Is an importont area of knowledge
management, Hence, the possibility of management of
effective knawledge transfers In an organisation by
means of WebAccounting's repositories.  (Personal
reflection, May 2002}
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Aclio:_a-rcsearchcr (to add other authenticating
perspective):

The following conversations provide rich commenis and
reflections on the issues of supporting, refining and
archiving the records of knowledge exchange, These
communication compase of ich, thick contextual
descriptions, and is encouraged by Denzin and Lincoln
{1994) to strenglhen the immediacy and individua! nature
of people’s communication. It alse recopnises the
truthfulness, completeness, sincerty, and confextuality of
the messages spoken by the recipient to warrmﬁ the
cmancipation of unwanted belicls, zssnmptions, and
constraints, {1 also recognises that in reflecting a person's
perspective  {whether on organisational context or

technical conlext}, it is necessarily to explore the social

activity surrounding him or her.

The finance oflicer from OrganisaiionC recounts the limitations laced by

WebAccounting’s  knowledge repositories parficularly in the specd of

disseminating research in a rapidly changing stock markels environment to

intended readers through the process of presenling both the tacit and explicit

knowledge.

Eddie:

What do you think of the [Limitalions [laced by
WebAccounting's knowledge repositories particularly in
regard to the speed of disscminating research in a rapidly
changing stock markets environment to intended readers
through the process of presenting both the tacit and explicit
knowledge?

The finance officer from OrganisationC:

I do not think that the digitised content from knowledge
repositories is adequate for [Mexibility and for ecasily
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accessible explicit knowledge delivery. The reposilories are
not flexible enough to provide a rich content of knowledge
views and supporling multi-media research documents due
1o the limitations of technolopy infrastructure. These
limitations aifect the abilily to collget, index, and store
research reports. When created, knowledge is siored in the
repositories, and thers, it tends 1o grow. When it reaches a
point a1 which knowledge begins lo become saturated, then
knowledge needs culling, that s, archiving or reviewing.
The management, must repeatedly assess ihe knowledge to
ensure that it applies to currenl context and situatiens.
These aspects frequently influence the volatility of the
cantext as well as content of knowledge. For examgple, the
storage repositories covering knowledge such as Market
Summaries and Political News slorics as they break in a
rapidly changing market may dilfer encrmously from
managing that knowledge in & stable market environment.
Certain knowledge such as a Treasury Reporl announced in
the moring may be obsolete within the next three hours.
Investors depending on such knowledge to make decisions
may find themselves exposed to high risk. We nced a
system ihat is designed to accepl information or data
presented to an Al, KBS, ES or DSS teclmology
infrastructure to enable the Mexibility required for our
imegrative knowledge management processes. However,
our WebAccounting knowledge repositories do net provide
suflicient aspects of such Dexibility. (OrgCFinance, May
2002, filel, p2)

Reflexive Practitioner:

In the above quote, the Finance Officer from
OrganisationC osserts that WebAccotnting is confronted
by chaflenging problems, particularly in the speed of
disseminating relevant real-time research to investors i
a highty volatife and rapidly changing stock markels
environmenis. Her point about  The repositories are not
flexible enough to ..scalable tecimology infrasiruciure”
appears to be consistent with Meyer and Zack (1996)
concept of technology infrastructure role in knowledge
management. They state that a technology context

addresses only 10 percent of requivemenis in supporting
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Summary of Theme 1

Imowledge management whereas 90 percent is people
related.  In my onalysis, OrganisationC’s existing
information techniology infrastruciure and capabifities
may be miuch lower than [0 percent who support the
howledge  management architecture.  Hence, ihe
Finance Officer from Organisation’s justification in
complaining that in her company, Webdccounting is
inadegquate in meeting her expeciations (Personal
reflection, May 2002).

Action-researcher (to add other authenticating
perspective): '

The following conversations obviously reflect the beliels
about the three dimensions (objective, social and
subjective) of the worldviews atlained through
Habermas' philosophical understanding of lifeworlds,
This appreach involves employing Habermas technical
knowledge interest {refer 1o Chapler five), where it is
geared lowards building effective information systérns
applications to suppori orgamisational processes, For
example, reconciled through the worldview of the finance

officer and embedded in her personal lifeworld

experience is the culture o the organisation.

Analysing the interviews in the previeus seetion, I highlight the following points:

L

The WebAccounting knowledge repositories enable the (ransformation of
tacil knowledge into explicit knowledge by means of the process of accessing,
evaluating, managing, organising, fillering and dismibuting information in a

manner useful to knowledge workers.
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2. The WebAccounting knowledge repositories further facilitate this
transformation af facit knowledge into explicit knowledge by means of the

_ integrative or interective aspect of knowledpe management architecture.
(Both integrative and interactive approaches provide a broad set of knowledge
processing capabililies, and they support well-structnred repositories for the
mansgement of explicit knowledge, at the same time facilitating interactions

that can assist in the jntegration of 1acit knowledge.)

3, The WebAccounting knowledge repositories enable tacit knowledge to
become explicit knowledge by means of the process of crealing, sloring,
managing, accessing and sharing tacit knowledge and explicit knowledge that
has been documented in an elecironic repository and made available to
knowledge worker in various situations,

4. The are several differemt ways in which WebAccounting knowledge
reposilorics enable ellective and efficient creation and distribution of

knowledge, including the following:

{a) Meaningful concepts, caiegorics of cvents (procedural knowledge);
{b) Processes, actions, and sequences of events {procedural knowledge);
{c) Rational for actions or conclusions (casual knowledge); .
{d) Circumstances and intentions of knowledge development and application
{specific contextual knowledge);
{e) Linkages among the various types of knowledge.
{Adapted from Zack, 1996 p. 48)

Rellection on Theme 1

As @ reflleclive practitioner, [ can now reveal and explote my interpretation of
Habermas® theory of communication action in providing a famework for
analysing changes within social-cultural contexts for knowledge management
practice (Ngwenyama, 1957b). Habermas' theory of commﬁnicaiivc action
provided a fruitful framework for prectitioners to understand human behaviour

that is oriented 1o atlaining rational thinking. This human activity may allow a
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sustaining knowledge sharing culture within en organisation. Furthermore, the
knowledge sharing culture can become more meaningful because a person using a
communicative action in trying to enact coherent meaning of the action and the
aclion situation, this person will involve inlersubjective ﬁ_l'ld cooperalive
reflexivity (Ngwenyama, 1897g, p. 150). In doing so, it allows a person to
express histher personal voice, pcrspéctives, and intcrpretalioﬁ on how she
encounters hisher experience through manifeslation based upon mainly in his'her

day 1o day work in adopting WebAccounting systems.

In addition, I see communication as an emolional as well as an intellectual act.
Therefore, communicative action involves not only understanding what the
speaker or writer means, but how well a person recreates a meaning that another
person inlends. In light of this, it is imporiant to understand how the sharing of
tacit knowledge cvolved and developed es knowledge was interpreted,
questioned, constrained, and used in varous social-cultural contexts. As
mentioned in the previous secti'on, in my experience, WebAccounling’s
knowledge repositorics have oflen enabled the transformation of tacit knowledge

into explicit knowledge.
Limitatfons of WebAccounting®s knowledge repositories

At the beginning of this study, I acknowledged that 1 perceived WebAccounling's
knowledge repositories to have often successfully supported the process of
knowledge management. However, 1 found that chAccuuntin'g's knowlcdge
repositorics wete facing some challenging problems in regard to the speed of
disseminating relevant realime research for OrganisationC's investors,
particularly in the highly volatile and rapid changing stock market environments.
I noted that the finance officer from OrganisationC aesserled that
WebAccounting’s knowledge repositories did not adequately provide the
seamless access of knowledge as required by investors. ‘This implies that in arder
for WebAccounting knowledge repositories to support fhlly the process of
knowledge management, they must provide a more vigorous, faultless, and
scalable techuology infrastructure to secure the flexibility required for en

integrative knowledge management process.
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THEME 2; THE ROLE OF WEBACCOUNTING ON-LINE FORMAT
IN CONVERTING TACIT KNOWLEDGE TO EXPLICIT
KNOWLEDGE

In this section, I examine the on-line format of WebAccounting concerning the
conversion of tacit knowledge to explicit knowledge. I demonstrate that the on-
line format plays a significant role in organisational leamning in the following

ways:

1. The enabling of interactions which continuously update organisational
knowledge;

2. The ability to provide access to the company's accumnlated
knowledge over diverse time zones and physical locations;

3. The enzbling of beth direct and indirect exchange of knowledge
among employees;

4. The ability to trace employees’ development; and

3. The rccording and presentation of stafT conversations, contributions,
collaborations and exchanges of knowledge, (adapted from Zack, 1596
p. 500,

The following quotes describe the use of WebAccounting on-line formats for

specific knowledge management processes.

The Finance Officer from OrganisationA recounts that the WebAccounting on-
line format cnables staff to inteprate explicated tacil knowledge across researeh
reports for meta-analysis, investigations, and creating new knowledge . through
continuous updating of the on-line presentation of information for knowledge

waorkers,

Eddie; Whal do you think of the WebAcconnting on-line format in
regard to emabling stafl to Integrate explicaled facit
knowledge across research reporis for meta-analysis,
investipations, and creating new knowledge through
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conlinuous updating of the on-line presentation af
information for knowledpe workers?

The Finance Officer from OrpanisationA;

“The necessity of casy access to an organisation's
knowledge by relevant staff, and the classification of
knowledge into “know-why," “know-how,” “'know-who'
and “know-when" is crucial. These achievable tasks use
WebAccounting’s on-ling format. The on-line format
ehables me to update the market information knowledge,
client lists, accounting information's and stafl payrolls
continuovsly, I belicve such classification of kuowledge
should include hoth tacit and explicit knowledge; that is,
“who knows about what”, “who needs to know”, and an
indication of the importance of that knowledge {o the
organisation, and the risks ettached, (OrgAFinance, May
2002, file2, p2)

Reflexive Pructitioner;

The Finance Officer appears  satisfied  that
Webdccounting's on-line presentation is enhancing the
conversion gf -facit knowledge fo explicit knowledge
through the process of imteraction and with the
continions updating of relevant kmowledge. On my
reflection, it is apparent that Ms statement “ftha]
classification of knowledge should Include both tacit and
expiicit knowledge; who knows about what, who needs to
‘know, and an indicotion of the importance of that
knowledge lo the organisation, and the risks attached”
appeared lo relate o Senge's Fifth Dfscr}:!iﬂé {Senge,
1990). Senge argues that there is a nced for “learning
organisations” whereby people are  continually
expanding their capacity to create the resulis they desire,
where new and cxpensive patterns of thinking are
murtured, where collective aspiratian is set free. and
where people are contintally learning how ta learn
tagether. In my analysis, WebAccownting can indeed

help to reolise these expectations. (Persanal reflection,
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May 2003)

Action-researcher (to add other suthenticating
perspective):

In the above reflexive verisimilitude, the -voice of the
finance ofTicer captured Habermas® concept of lifeworld
particularly in exposing how he claims his pefspéclive on
justifying the classification of knowledge into “lmow-
why,” “know-how™, “know-who" and “know-when”, His
lifeworld consists of the interpretation of his daily actions
in the organisation. It also signals his ways of coping a5

a reflexive practitioner.

An Administration Officer from OrganisationA asserts that the WebAccounting
on-line presentation enables interactive Forums, which can focus on supporiing
collaborative discussion and interaction among staff. The contents of the Forums
are dynamic since stafT continually contribute and read messages, and from these
activities, new themes of knowledge emerge. Staff members are able 1o explicate
the tacit knowledge across Lhe organisation through the WebAccounting on-linc
presenlation. These processes are part of the interactive aspect of the knowledge

archilecture model (as shown in fig. 6.1).

Eddie: What do you think of the WebAcoounting’s on-line
interactive Forums, regarding their ability 1o suppor
collaborative discussion and interaction among sta(f?

An Administration Officer from OrganisationA stntes;

Well, in terms of whal knowledge should be made by
WebAccounting on-line presentation: [irstly one nzeds to
define where does the key knowledge resides, who should
have access to it and who is responsible for its accuracy
and sccurity. [ personally see that on-line presentation
within WebAccounting is crueial for facilitating such tasks.
Once an orpanisation understands what its employees are
deing, the norm would be easier end achievable
improvements {or the future, On-line presentation within
WebAccounting is able to tmee the process of an
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employee's knowledge development, Thus, the ability to
absorb new knowledge depends on the process of replacing
an cmployee’s existing behaviour with new, improved
behaviour. (OrgAAdmin, May 2002, file2, p2)

Reflexive Pracritfoner:

In the above qriote, the Administration Qfficer reports that
WebAcconnting on-tine format facifitates the process of
direct cxehange of knowledge among employees and
enables the tracing of the employee's hnowledge
development.  Her point that “WebAceounting is able to
trace the process ..behaviowr with new improved
behaviour" appears to be consistent with Argyris (1976)
councept of organisational memory. Argyris suggests that
“organisational memory” refer to data siored in the
organisation’s knowledge repositories lo  assist in
decision-making. Organisational memery is one of the
essentinl factors affecting organisational and individual
fearning. In my analysis, Webdccounting is seen as the
centrafised  data  warehousing  and  management
inforsmation system that is widely deplayed to assume the
rofes of facilitator in the processes of an orpanisation s
memory explication, storage of codified knowledge, and
decision-making based on such storage (Persoral
reflection, May 2002},

Action-researcher (to  add other authenticating
perspeetive):

In the above reflexive verisimilitude, the voice of the
administration officer provides a breadth and depth of rich
conversations that may help reader 1o evalvale the
verisimilitude and authenticity of his interpretation. It
appears lo be in similar vein {o Habermas® Critical Social

Theory, which Hirschheim et al (1992} arpue that
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emancipalory rescarch in organisations focuses on human
wellbeing and emangipation in informatlon systcms
devclopment and use. In doing so, the administration
officer cxpose and explore the good reason and cavses of
WebAccounting’s on-line format that facilitales the
process of direct exchanpe of knowlcdge among
cmployces and enables the lracing of the employee's

knowledge development,

The sales manager from OrganisationA states that ihe WebAccounting’s on-linc

presentation enables interactive Forums to acl as a significant medium for

knowledge exchange, providing a vehicle for all relevant staff to contribute their

cxplicated tacit knowledge through collaboralive discussion. Note that these

processes are part of the interactive aspeet of the knowledge architecture model

{as shown in fig. 6.1).

Eddie:

What do you think of the WebAccounling’s interactive
Forum's ability to act as a significant medivm for
knowledge exchange, providing a means for all relevanl
stall to contribuie their cxplained tacit knowledge through
collaborative discussion?

The Sales Manager {from OrganisationA states:

Prior expericnces may also influence the success of
knowledge transfers belween different departments within
an organisalion, For example, group discussion of stafTs
prior expericaces through on-fine presentations within
WebAccounting can contribute 1o a faster and more
efficient exchange of knowledge once initial uncertainly
had becn overcome.  For example, WebAccouniing
devclops  horizontal communication  flows, which
encourages cross-functional lcams and teamwork in the
organisation. Cross-functional  collaboration  forces
individuals and groups away from the “silo mentality” and
to begin leaming to communicate horizontally, that is wilh
each other, These exchanges result in more trust belween
customers and stafl, (hereby increasing the likelihood that
involving parties will be more willing to undertake further
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significant collaborative  discussions and to  share
knowledge. (OrgASales, May 2002, file2, p2}

Reflexive Practitioner:

In the above quote, the Sales Manager suggests that the
WebAccounting on-line format ewables a more efficient
and effective organisational learning for converting taclt
prior experience knowledge to explicit knowledge through
the process of on-fine conversations, contritutions, and
colfaborations, His point that "Prior experiences may
also influence the success of knowledge transfers between
different depariments within an organisation” appears to
be consistent with the Huber (1991} ond Lyles and
Schwenk (1992) concept of prior experience in the
literature of cooperative strategy. They emphasise that
past experiences that are ransferred into knowledge and
stored into the organisational memory provide the ability
to discriminate between different situations, and fo select
the actions that wmight be most approprigte to fiture
problem solving (Personal reflection, May 2002).

Actlon-researcher (to add other anthenticating
perspective):

The Sales Manager has crystallised his perspeciive by
answering the questions: “How does WebAccounting's
interactive Forums contribule 1o collaborative discussions
and what wamants these claims™? To answer these
| questions, we need to backirsek briefly Habermas® Critical
Social Theory phenomena, As mentioned by Ngwenyama
and Lee (1997, p. 152), who claim that in order lo realise
the intrecacies and complexilies of interpreting each
participant’s  petceptions of  information  systems
development, the participants need to consider both The

subjects of (he inquiry and the organisational context
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within which they are siluated frefer to Chapter five).

The Finance Officer from OrganisalionC suggests how a challenging problem
could have been overcome by the use of WebAccounting on-line presentalions,

since they cnable easy access 1o the organisations shared knowledge,

Eddie: How can we overcome challenging problems by the nse of
WebAccounling on-line presentations, due to ils enabling
easy access to the organisations shared knowledpe?

The Finance Officer from OrganisationC states:

We had a problem recently during our office fire drlls,
Although the descriptions of the symptoms and evcnis are
in the hand copies of safely procedures, it took more than 2
hours to find them, Transforming such critical knowledge
to an on-linc format may be very imporant. Knowledge
carn be critical, not only for safety reasons, but also because
of timing or casy accessibility. In this instance, I believe
that the on-line presentation of this knowledge within
WebAceounting could be an asset in presenting that safety
knowledge when required.  One of the challenging
problems faced by the WebAccounting on-line format,
however, is that the contents or topic areas of digitized
research tend to grow rapidly to saturalion point. The
system begins to collapse under ils own weight. In order to
solve this problem, I need te delete the contents thal are
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obsolete as well as archiving contents that are still useful,
bul less active. I believe that WebAccounting could be a
very useful tool in circumsiances such as tenching fire drll.
Neveritheless, in order for WebAccounting®s on-line format
fo produce the [fexibility required for inteprative
knowledge management proccsses, there is a need for a
high level of technological infrastructure, (QrgCFinance,
May 2002, file2, p2)

Reflexive Practitioner:

The fimance officer thus identifies a potential use for
Webdccounsing, as well as pointing to the kind of
challenging problems that the OrganisatianC can resolve
by using the WebAccaunting on-live format. He recounts
that in erder for WebAccounting on-line to provide the
Nexibility required for integrative knowledge management
processes, the requirement is jfor a high level of
technological infiastructure, and this must be continuaily
updated to eliminate owt-of-date comtent.  Only {f such
technology is in place will the WebAccounting sysiem be
able fo fulfil its purpose in providing access to these
multimedia digitised research dociments and embedided
fiypertinks 1o provide an efficient yet flexible distribution
channel (Personal reflection, May 2002},

Action-researcher {to add other authenticating
perspective):

The Lnance officer has crystallised his perspective by
means of Habermas' Communicative action. This is
where Habermas based his assumptions upon the
understanding and recognition of the social conflict
inherent in our society and is justifiable by an individuai’s
selfFreflection  process in  dealing with  human

emancipation.
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The sales manager from QOrganisationC recounts that WebAccounting’s on-line
presentation enables the process of supporting, refining and archiving the records
of knowledge exchange. Mote thal these processes are parl of the integrative
aspect of the knowledge architecture model {as shown in fig.6.2), For example,
knowledgeable stall’ of OrganisationC can contribute their skills and best
practices (o a WebAccounting elecironic repository, where il becomes parl of the
integrated collective knowledge of the orpanisation. Hence, by taking advantage
of using both tacit and explicit knowledge through WebAccounting, the solution

of the above problems is possible.

Eddie: To what extent does the WebAccounting’s on-line
presentation enables the process of supporting, refiniag and
archiving the records of knowledge exchange?

The Sales manager from OrganisationC states;

In our crganisation, we regard information as revenue, For
example, prior experiences of certain evenis or cycles that
are reflected on the stock markets can be transformed inlo
knowledge and presented in the WebAccounting on-line
format, and it is the diversity and depth of this past
experience thal impact on such knowledge transfers, This
fundamental need for diversily and depth is the soul of our
leaming, because each relevant experience enhances ihe
probabilily of a similar event occurring in the fure. Such
knowledge, stored in WebAccounting, provides us with (be
ability to discriminate between differcnt decision situations
and 1o selecl the actions that might be most appropriate.
(OrgCBales, May 2002, [fle2, p2)

Reflexive Practitioner:

In the above quote, the sales manager infers that the
Webdcconnting on-tine format enables organisational
learning for converting ftacit knowledge to expiicit
imowledge through the process of imteraction and
comtinitons updute of kmowledge. His point "Such
kmowledge, stored in Webdccounting, provides us with

the ability to discriminate between different decision

situations, and then to select the actions that might be
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wost appropriate,” appears fo be in a similar vein to
Hamel's (1991) concept of internalisation. Hamel argues
that internalisaiion supports organisational ability and
capacity to fearn. In my analysis, WebAccounting
should indeed provide such mechanisms in the form of
cross-functional  feanwork  and  inter-business

coordination (Personal reflection, May 2002),

Action-researcher (to add other authenticating
perspective):

The sales manager has crystallised his perspeclive by
means of Habermas' Communicalive aclion, where he
translates  his  practical reasoning into  practiczl
knowledge that is potentially useful to promote

verisimilitude and authenticity qualities.

An IT stalf member from OrganisalionC mentions that WebAccounting exhibits a
sequential flow of explicit knowledge into and out of an electronic reposilory 1o
cnable staff to interact on-line with repositeries rather wilh each other directly.
The on-line presentations then become a significant medium for knowledge
exchange. Noie that these processes are part of the inlegralive aspéct of the
knowledge architecture medel {2s shown in fig. 6.2).

Eddie; To what extent docs WebAccounting exhibit a sequential
flow of explicit knowlcdge into and out of an elecironic
reposilory, cnabling stall to interact on-line with
repositories rather than directly with each other?

An IT stall member from OrganisationC states:

Another  faclor thal  determines the success of
WebAccounting in managing an ellective knowledge
transfer is the “openness” created by WebAccounting
between callaborating depariments. “Openness” in this
contex! means the willingness to sharc knowledge assets
including statistical data, industry research, historical sales
data, and company information. WebAccounting may
provide a means for the swaying of parinership and
development activities towards the distinguishing of the
importance of knowledge sharing and away [from
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individual or fnancial motives. Thus WebAccounting
provides knowledge gained through unconstrained working
relationship and been seen 1o value individual's knowledge
and skills. (OrgCIT, May 2002, file2, p2)

Reflexive Praciitioner: In the above quote the IT officer
states ihat the WebAccounting on-tine format enables an
efficient and effective platform for organisational learning
through a process of converting tacit knowledge to explicit
knowledge by direct exchange of knowledge among
employees,

His poimt “WebAccounting may provide e means for
partnership and development activities to be swayed
towards the distingnishing of the Importance of knowledge
sharing and away from individual or financial motives"”
appears to be consistent with Aadne, Krogh, and Roes
(1996). Particularly with their concept of cooperative
sirategies for understonding amd managing knowledge,
They emphasise that openness and trusi are two of the maiy
determinants of suceess in the ﬁé!ﬂ' of know!edge. transfers
{(Persanal reflection, May 2002).

Action-researcher (to add other authenticating
perspective):

The IT officer has erystallised his perspective by means of
Habermas' Communicative action. This is wherc he takes
a critical relrospective view about his lived expericnces in
creating 2 rich contextual and personal description of
WebAccounting 25 a means of supponing the imporance
of knowledge sharing and away from individual or

financial matives,
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Summary of Theme 2

From the above interviews, the following exiensions to the 5 poinis made in the

introduction to this section, can be made;

1.  The WebAccounting on-line presentation formal plays an important
role in supporting the organisation's intent and capability to use both
its tacit and explicit kndw]edgc and lcaming capabilities -through
continuous updates of organisation knowledge through interaction.

2,  WcbAccounting, through the on-line presentations, enables the siafl
members in the organisation 1o adiculale among themselves or with
other stall members in difTerent time zones and from various physical

locations.

1. The WebAccounting online format in supporting knowledge
management of both tacit and explicit - knowledge t]uﬁugh the
processes of creating, stdﬁng, managing, accessing, and sharing
documents in an electronic repository form enables stafl to
commun_.icnte among themselves both directly or indirecliy.

4,  The WebAccounling syslem, with ils on-line presentations enables
elfective and efficient creation and dislcbution of knowledge, by
means of the intc.grnlive and intcmcli\fe.knuw]cdge management
architecture, thus allowing the tracing of an employee’s knowledge

development.

5. The WebAccounting on-line presentation suppors knowledge
processes with explicated tacit knowledge through various stall
interactions in vardouns siluations, such as on-line conversation,
contributions, collaborations, and knowledge cxchange.
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Reflection on Theme 2

As a reforming practitioner, I ¢can now see that I could revealed and explore my
interprefation of Habcrmas.' theory of communicative action tlﬁough the
processes  of  selfreflection, self-understa.ndfng, and self-ﬂeve]dpment
(Ngwenyama (1997h, p. 154). If the uses of WebAccounting systems are 1o
enhance social-culture development efforis, it is important io understand the
pattems of behaviour of people through their communicative actions, ie, in the
Habermas' concept of “lifeworlds.” In Habermas® thinking, language is a part of
one's lifeworld, Language may include the pré-ralional aspects of unconscions
knowing (tacil knowledge) and communicating (Taylor and William, 1993,
Whitchead, 2002). For Habermas, self-rellection and a bringing to consciousness
(or making explicit) that which was unconscious {lacit) is crucial to the individual
as well as the group. Additionally, social knuw]adgc interest may result from the
manifestation based mainly in the language, and on ethical or moral issues. In
light of this, the involvement of detnographic trends and secio-cconomic forecasts
previéw us that to understand the development of any activity related to the
efTective and efMicient sharing of both tacit and explicit knowledge, one nceds to
understand the social relationships that arc built around it. As mentioned in the
previous scclion, the WebAccounting on-line presentation format has played an
important role in supporting the orgenisation's intent and capability 1o use both its
incit and explicit knowledge and leaming capabilities, This illustrates that
Habermas' theory is able to serve as a powerful framework to understand sharing

of knowledge from the contex1 of social activily and process.

Limitations of WebAccounting en-line format

At the beginning of this study, I acknowledged that WebAccounting’s on-line
format has cerfain limitations. The management of the digitised conlent of
WebAccounting’s knowledge repositories has to be an ongoing activity;
otherwise, its utility slowly degrades, During the research, T found that the
WebAccounting system was facing some chal]engmg problems in proactively
managing and orgonising the content of its digitised rescarch as an ongoing

activity. I noled that the Finance Officer from OrganisationC asseried that the
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WebAccounting on-line format did not sufficiently support the process of
expediting and editing the discussion databases to allow rapid exchange as
required by investors. This implies that WebAccounting must have a sufficiently
robust, s'eam'less, and scalable technology infrﬂstructhrc, for -without such a
technology platform, WebAccounting is unable to provide the multitude of views
required, including multimedia digitised documents, embedded hyperiinks, and

elficient, yet lexible distribution channels.

THEME 3: THE ORGANISATIONAL CHANGES RESULTING FROM
THE CONYERSION OF TACIT KNOWLEDGE TO EXFLICIT
KNOWLEDGE THROUGH THE WEBACCOUNTING SYSTEM

In this section, I examine the orpanisational changes resulling from 1he
conversion of tacit knowledge to explicit knowledpe by means of the
WebAccounting system. As delailed in chapter 2, effective knowledge creation,
sharing, and leveraging requircs an organisational climate and a reward sysicm
that values and encourages cooperation, trust, and leaming for those engaging in
knowledge-based roles, activities, and processes. As mentioned by Storck el al
{2000, p. 64), in order for an organisation to become effective and elficient, it
needs to create an “inteliectual web,” which provides lasting value throngh
learning, innovation, and knowledge (ramsfer, A company can create an
intellectual web if the following essential [actors ace present: repular inleraction,
mutual intcrest, recognition of the intrinsic value of leaming, and incentives for
sharing. Storck et al (2000, p. 72) has alse developed a model in analysing the
principles of effective sirategic knowledge management, in which these authors
include six imporant principles (which [ describe in detail in the following
section), Their model of analysing knowledge framework (Table 6.2) was used to
investipale two US based companies in managing knowledge diffusion through

strategic communities.

« Chase Manhattan Bank Inc, a leading intemational bank, in which the bank
has successfully developed a commmon back-olfice processing system for iis
overseas branches. The bank has achieved its objective of operating on 2

common inlkastructure, and;
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s Xerox Corp., & successful large multi-national corporation with more than
fily IT manapement professionals, who were responsible for managing about

70,000 desktop workstations, nearly 1,200 servers, with various types of

networking hardware (sohrcc: Storck et a1, 2000, p. 70}

Communily Characteristic - Actions [ C T
Interaction format QOrganise regular face-to-face meetings.
Stimulate candid dialogue.

Structure for serendipity.

Organisational culture Leverage common training, experience, and vocabulary,
Facililate working around consirgints.
Mutual interest Build commitment by demonstrating  visible progress

towards 2 common goal.
Promote continuous improvement of the community’s

Processes.
Individual and collective Recognise and reward teaching others and learning from
Leaming others.

Leverage knowledge and experience of respected peers.
Provide an environment in which reflection about learning

OCCUTrs, -
Knawledge sharing Embed knowledge sharing into work practices.

Reinforce its value with immediate responses.
Community processes Permit establishment of n “zone of safety” that builds trust
And norms and community identity.

Minimise linkage to the formal control structure,
Motivate the communily 1o csiablish its own povemance
PIOCCESCS,

Table 6.2, A table showing six key principlcs that ore eritical to the sticcess of
evalualing effective strategic communities. {Source: Storck et al 2000, p. 72.).

Stail from OrganisationA and OrpanisationC testify thal the elfective creation
end use of organisational knowledge plays a significant role in organisational
changes that Storck et al (2000, p, 73} refer to as:

1. The design of an interaction format thal promotes openness and allows
for serendipity or favourable unexpected events;

2. The building of 2 common organisational culiure;

3. Awareness of the existence of mutual interests;

4, The leveraging espects of the Drgaﬁisationa] culture that respect the

value of collective leaming;
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5. The entrenching of knowledge sharing practices into the work '
processes of the group;

6, The esmﬁlishmeni of an environment in which the basis of knowladge
sharing relies upon the pracesses and cultural norms defined by the
community, rather than other parls of the organisation (Source: Storck
ctal, 2000, p. 73). '

The following quotes describe how organisational change resulis from the
creation and use of orpanisational knowledge by means of the WebAccounting

processes including conversion of tacil knowledpe to explicit knowledge.

The mechanic from OrganisationA recounts (hat organisational changes resulting
from the conversion of taci¢ knowledge to explicit knowledge through
WebAccounting can be affected through interaction that promotes openness and
allows for serendipity or forluitous events. Stall interaction by means of
WebAccounting, through such means as e-mails and group discussion, allows
virtual face-to-face meelings, stimulate stail dialogue, ond supports a structure

that encourages serendipity in inleractions.

Eddic: To what extent can organisational changes resulting from
the conversion of tacit knowledge to explicil knowledge by
means of WebAccounting be effected through interaction
that promotes openness and allows for serendipily?

The mechanic from OrganisationA:

For example, when our organisation rethought ils vehicle
workshop mainlenance processes, the adoption of new
maintenance principles stretched our previous, eslablished,
goals. For example, by moving inventories of vehicle paris
into headquariers, using teams, having a common budget,
linking indjvidual performance to vehicle repair success,
and establishing a “platform team” that brings together
service maintenance workers, counter sales staff,
administration staff and uew car sales staff ereated new
problems. The details of these activities and steps in
coordinating the tasks invoived were clearly distinguished
in an electronic interactive format such as an e-mail
distribution list, promoting community awareness of the
agenda, Initially, there was a tecam of senjor stall who felt
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that there was a level of competilion amongst certain
individuals, which worked ngainst the sharing of
knowledge. We then discovered that the interactive format
of WebAccounling assisted in overcoming of these
" barriers,  WebAccounting not only influenced the
organisatiopal - cufture but also encouraged the deeper
knowledge of colleagues and mutual frust that are positive
signs indicating effective. group work. These promote
openness end the development of a workable approach
system for improving our work. Openness promotes wide
exposure and broadcasiing through on-line interactions,
This provides space for serendipity. (OrgAWkshop, May
2002, file3, p. 3)

Reflexive Practitioner:

The mechanic from  Orgonisotiond States  thar
organisational changes resuliing from the conversion of
tacit kmowledge to explicit knowledge Ey means of
Webdccounting can be effected through its interactive
Jormat,  He . further suggests that WebAccounting
JSacilitates and_fosters the sharing of imowledge on o
widespread scale, I note that radical changes affecting
organisaijonal culture involve organising  regular
meefi}:gs'_ &r_iif-_ st_r'n_ﬁufaﬂng candidate  dialogwe.  The
‘mechanic's contribution supports the assertion that the
interactive ﬁ:irmﬁf desigi promotes openness and allows
Jor serefrﬁfpig{ (Personal reffection, May 2002).

Action-researcher (to sdd other authenticating
perspective):

The mechanic has crysiallised his perspeclive through
Habermas® Critical Soeial Theory where he reflects his
thoughts about his lived experience in dealing with
serendipity situations, These serendipitous actions form
on jntegral paﬁ of his leaming action.
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An example of serendipity oceurred when Iwas interviewing the mechanic from
Organisationd, the case invalved a complifer system mﬂb‘imcﬁou in a particular
high performance vehicle where no one in the workshop knew what to do.  Not
aven the consulians engineer at the headguarters in the eastern stales had a
selution. The problem was broodcast over the WebAcco:mﬂ'u;g‘ Theee dlays
later, u new emplayee posted a solution through WebAcconnting on-line,
Without WebAccounting, such a problem might not have been solved. <(Note:
Reflection practitioner memo, Aprit 2002, filed, pd} (note: the cose appears to
be eonsistent with the Morshall case study on British Airways, where it was
claimed ihat u differentiation strategy prowotes openness and allowed for
serendipity. [sowrce: 8.E. Prokesch, Competing on enstoirer service, Harvard
Business Review, vol 73, no, 6 (1995), pp. 100-116.}

Another example of sevendipity, from OrganisationC, wus a case where an
investor prirchased overseas shares. The purchuse monies were sent (o the
overseas sales stockbroker but after two months the investor complained ihot he
stiff had not recetve 4 his share certificate. The manager from OrganisationC
was aware of the problem. Follow up cafls were made to trace the shares. The
overseus stockbroker confirmed that they had defivered the share by registered
post ane month previously. None of the team deafing with the case knew how to
wmiake an overseas share repfacement. The problem was then posted on-line
over the WebAccounting. A week later sameone from another departtent
provided a solution to the problem. The situation was solved serendipitonsiy
through WebAccounting. (Note: Reflection pructitioner memo, May 2002, file3,

p3} . .

An IT siaF member from OrganisationA recounts that the organisalional changes
resulting from WebAccounting khowledge managemenl  process can  be
influenced by the underlying organisational culture. He asseried that the building
of a common crganisalional culture could play an important role in transforming
radical changes in an organisation, Organisational culture involves leverage of

common Irining, cxperience, and vocabulary.

Eddie: To what exicnl can organisational changes resulting from
WebAccounting knowledge management process can be
influenced by the underlying organisational culture?
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An IT staff member from OrganisationA:

Unselfish contributions of - knowledge by people at all
levels of the Orpanisalion arg necessary (o facilitate .
extensive knowledge sharing. To' achicve this level of
‘sharing would probably requirc a substantial cultural shifl,
In reality, stall must participate in- the company's
WebAccounting (raining program where they can Jeam
interaction and facilitation skills. They must intemnalise the
use of a commen vocabulary thal veinforces a slrong sense
of organisational culture, This provides a common ground
for effeclive communication and development of mutual
understanding. There must be greater involvement from
high levels of management to develop and maintain
effective infrastruclure management practices. (OrgAlT,
May 2002, Gied, p3) :

Reflexive Practitioner: -

in the above quote, the IT officer states that the
Webﬁccam!!ing_’s imowledge management - process may
_ result in radical changes in"an organisation’s culture
through building upon com_mén organisational elements,
leveraging Webdccounting training, and éxperfence that
imparts a comman uqfab_ud_‘ary-and .iié}v _skr'.!_'fs.-' such as
_ Jacilitation and " on-line dialogue.  His point ahout
maintaining effective ir.:ﬂ‘qstmc"ture m_an&gemenf -through
greater high-level management Is r'mere.rring‘. Is he subtly
pointing out thal present J’Jfgf‘l;level managenent is not
contributing .n.i_{}ir:i.m.h’y and thus J'ayfn.g the seeds for
ﬁdmre Jailure, a:':mgqnfsm.' and ﬁ;usr}'éﬁon? Is he
implying that WebAccaéimfﬁg witl be seeﬁ as a low level
tool only, in that high-level management have neither a
conmmon vocabulary ner “interaction and facifitation
skiffs", Is this why he emphasises “must internalise” for
reinforelng a stronig sense b_,-" orgarlisﬁ{fonaf {..f!lffl.l're " In
my analysis, high fevel managemeni of OrganisationA
should heed this insightful warning (Personal reflection,
May 2002,
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Actlon-rescarcher (to add other nuthenticating .

perspeétive_): ;

.| The IT. officer has cryst'alliscd his perspective through

Habcrmas Commumcauon action where he reﬂects his
understandmg - of. reflexive thlnkmg about
WebAccounting's knowledpe manapement process, which
allfect radical changes in organisatiunal cﬁllure.tﬁrough
building upon commcn crgamsanonai elements. To him,
the ability to understand the underlying of Orgamsatmn
culture ]eamlng and apply them in a different way
indicates deeper underslandmg in pursuing the role of an

action-researcher.

An administration officer from. OrganisationA recounts (hat - orgenisational

changes, resulting from WehAccounting knowledge management processes, can

be fostered bj( the unselfish sharing. df know]edge, willingness to reconcile

dilTerences, nnd recognition that workmg together reduces unceriainty, In é’c

doing, the pmmolmn, and estabhshmenl of team- hascd cocperauon, sourced on

the accommodation of mutual interests, supporls collabcmtwe individualism.

This mutual irterest can assist |r1 fostenng ccmmnment

Eddie:

To what exiend does the organisational changes, resulting
from WcbAccounting knowledge management processes,
can be fostered by the unselfish sharing of knowledge,
willingness to reconcile differences, and recognition that

" working together reduces uncerizinty? -

An _administratibn stalf member from OrganisationA;

"As the economic values of information and knbwiedge

continue o grow, there is snpporl forthe view that

" knowledge management, whether tacit or explicit, is crucial

for organisations to excel,- We need a syslem with explicit
procedures [or commnnicating such knowledge. We came
to realise that in the task of nururing the developments of
closer and more interactive relationships among knowledge
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workers, and the company and also among the varjous
depariments, jt is necessary to solicit thal hidden know-
how. The mutoal interests of the unselfish sharing of
knowledge and .team:-based cooperation can be seen .es
- powerful . ways. of - accessing - and  ironsferring

organisationally embedded knowledge.  For ‘example,
- WebAccounting can foster the' sharing of knowlcdge by

pulling individual members into an envirenment in which .

* they leamn from each other. These processes stimulate the

emergence. of mutual influence systems. (OrgAAdmin,
May 2002, file2, p2) .

Reflexive Practitioner:

This aq’mﬁrisfratfqn staff member asserls that the
Webdccounting system can lead to c!:ér:gfs' within his
organisation, He nofes 'ﬂ}ar_WebAccoiuw‘ng Josters
mutual imerests and increased positive attitudes and
behiaviour where staff mesbers learn from each ofher by
means of iransfers .bf imowiedge into. WebAccamrffng
knowledge repositories, and a w:b'mgﬂe.ss to apply what
b‘:ey learned.  For aramp!e, by bmfdmg comm:rmenr
rhrongh riemonﬂra!.-ng visible progress .'awards a
' mmmon goal, WebAccmmImg can promote conmmous
mrpmvemem_ of the commmmy 5 pracesses. Thus, nsed
wizely, IVebAEcémifing can ﬁlcflf.‘ate the dek!ogr::er!f and
maintenance of qﬂ'ecrwe ma.uagemem pmcﬂces (Perscma-‘
reﬂece‘ior.-. May 2002)

Actinn-researcher (to add other anthenticaticg
perspective): . B o L )
The _ad.mini'slralio"n olficer has crystallised his perspective
through Habermaé’ Communii:ation aﬁtién"\vhere'he
explores his reflexive thmkmg by explammg, questmnmg
and chcclung hls ideas about orga.msalmnal changes,
resuItmg from WebAccountmg knowledge management

processes. He explored and constructed his ideas further

by active participation in = range of collaborative
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investigation into the concept of unselfish sharing of
knowledge, willingness to reconcile differences and the
recognition that working' logether redilce# uncertainty.
The underpinning of all these jdess and thinkiné processes
was Ahis positive atlitude illustrated by his commitment,

engagement, and _enthusiasm.

A sales officer from OrganisationC recounts that the aspect of valuing collective

leamning can stimulate orpanisational changes. He considers that the

WebAccounting system recognises and rewards the lcac]iing of others, the

learning from others, the leveraging the knowledge and the experience of

respected peers, and (hat §1 provides an. environment in which teflection ~hout

learning ocenrs.

Eddie:

To what cxtend does the aspect of valuing collective
learning can stimulate organisational .changes as a result
from  WebAccounting’s  knowledpe  management
processes? - : C

A sales bfﬁﬁe_r_ I'rjo.m Ol"gan_i_sat'fonC:'

WebAccounting encourages mutual éngagement‘-- Tunior.

staff members become team members. by virdue of their
organisationa! function, Through the WebAccouniing
system, a fostering of an established community -of
practices and relationships through the way people engage
and interact with each other is a possibility. Many of us
characterise the mulual engagement as a set of aclivities
using individual involvement stemming from our own
initiative, supported, rather than directed by our manager,
In so doing, the WebAccounting system encourapes
voluntary participation, which implies higher motivation,
which in tum leads to faster, deeper intemalisation of
leamning among us. It also recognises and rewards teaching
others and leamning from others. (OrgCSales, May 2002,
file3, p. 3) Co : :

Reflexive Practitioner:

It can be noted that the soles ‘officer mentions that effeciive
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creation, sharing, and leveraging of knowledge by means
of Web)icm:mﬁﬁg require.é an'orgmifsau'w.m! climate arid
| cuttrive: thar values and encoyrages caoperarwu - brvisi,
mdmdua! deve.‘apmem ah‘d colfective i’eanlmg His pomr
about md:wduaf mmlvemenr sremmmg _,-"rom one’s own
Initiative, ra.rhe;__ fhan throngih d:recr;on,- is pamgm!arb!
interesting in light of his Jurther comments on “higher
_mofivai‘.ib.il" and - 'j"astn:en deeper- internalisation of
learning.” In the . previous quiote, the Organisationd
officer laniented “the lack of high-level muanagement
initiatives. T the above quote, 1 present a.d{g‘e_rem angle
in terms of staff intiative. He seems o imply that
WebAccounting provides its own rewards by enabling the
group ﬁrocesses of sharing and d:'alégﬂe and even diroﬁg;‘.'
ihe on-line farmar prowdlng stipportive sereen cammen-‘s
Mre "posrmg accepled”. This reward sysa‘em r!oe_e not
rcqrmre increased high- Jevel management comm(rmenr or

'.':me {Personal reflection, May 2002).

Action- rcsearcher (to add anotller authentlcnlmg
perspectwe) R
e salns omcer has crystn]hscd h:s perspechve through
Habermas® Commumcauon ncuon where he 1ntcrprels the
aspecl of valutng col]eclwc lcarmng in sumulalmg needcd
urgamsahonal changes. As a reflexive and rcformmg
sales pf.'rson he gcncratcs his practical knowledge in 3
bieuristic mannc;._ That is, throughout his mtclpn:talwe
process Tie has actively suppress his voice and experience
within the 'v.ignel'les he has submitted, to judge the merils
and dcmcﬁts' of a rcl'lective. uhd collective lééming
strategy used to delermme how lT. mlght bcsl bc employed

to facilitaie reward systcms in the fture,
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OrganisationA’s IT staff recount that WebAccaunting supporls the fim's
community ‘processes and norms (hat éﬂ‘ect the underlying organisalional
changes For exarnplc the' b:lsis on whlch an Orgamsanon ean establlsh -
knowledge-shanng environment comes from the prnccsscs nnd cu]tural norms
defined by lhe cornrnumty cather than- by the f‘ew lop cxecutwcs Through the
cstab]lshment of a ‘zone ol‘ safely.‘ that hullds frust and commumty identity
through mclw_almg 1he communily to estab]lsh its own go_vcmnncc processes,
WehAccuunt_ing enables effective knowledge sl_iaring and creates value to the

organisation,

Eddie: - "To what extent docs WebAccounting support’ the firm's
) communily processes and nerms that achct the underlying
crgamsallonal changes?

An IT stafT member from Organi_sationA:

. We have seen WebAccounling as an exlension of
" GroupWare Information systems.. It utilises the exchange
of business information through an Internel network, This
netwerk entails the exchange of information clectronically
_' {eg. e-mail between stall members, betsween : dilferent
_ departments, or between- separate organisations: and its
" customers.) Such nelworks of exchangmg information are
- erucial 10 support my businesses. As an IT conlact; where |
have to oversee daily -help desk functions; I have
discovered. that where staff. are granted the: unusual
aulonomy to operate outside the format conirel siructure,
intense. knowledpge sharing among stall members can be
achieved. This community, over time, has established a
“‘zone, of safety' for candid communication. - Regular
solicited responses from their activities support knowledge
"sharing, and this provides motivation for the communlty to
establish ils own pgovernance, :1 {magine -such an
environment would provide significant positive changes o
the Organisation concemn. {OrgAlIT, May 2002, lel, p. 1)

Reflexive Practitioner: .
Iy the above quote the IT officer states that community

processes and  norms  plays an - important . role in

inflwencing the organisationat changes resulting from the
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conversion of tacit knowledge fo explicit knowledge by
means of WebAcconnting. This is accomplished through
permitting the establishment of a ‘zone of safety’ that
builds trust und community identity.  His point about how
Web.-fccmurffng can make sf.gn{,f'ican.t.pasfffve .ch&nges to
organisations is noted.  WebAccounting helps to
acconrpi’fsii organisational  objectives fhrbugh. the
structuring of people, technology, and the motivation of
the commmity to estabiish their own governance
processes, This appears to be consistent with the concept
of Auailne et al (1996), concerning inter-organisational
knowledge, where they emphasise tint the flow of such
knowlodge  supporis  munal  and  bewgficial  inter-

organisational gains (Persaﬁaf reflection, May 2002).

Action-researcher (to add other authenticating
perspective):

The IT officer has crystallised his perspective through
Habermas® Communication action where he sces fo
acknowledge the idealistic focus on the firm's community
processes and the norms that affect the underlying
organisational changes. Thal is, his practical reasening for
wanting le utilise the exchange of busincss information
through an Intemet network has led him to reflect on the
cificacy of supporting knowledge sharing, and providing
metivation for the community to establish its own

EOVEIMance.

Summary of Theme 3

From the fergoing intervicws, it is possible to see that organisational changes

arise as a resolt of the conversion of tacit knowledge to explicit knowledge vsing

WebAccounting. The manner in which this oceurs appear to be in line with the
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six points made by Stock et al (2000, p. 72.} and quoted in seclion Theme 3 of

this chapler.

1. Conceming ilie inleraction format, WebAccounting syslems assist in
organising regular meetings, stimulating candid dialogue and

providing siructure for serendipily.

2. Conceming the building of an erganisational culture, WebAccounting
allows facilitation of advantage in siafl tmmining, experence,

vocabulary, and in problem solving.

3. In regard of the context of mutual interest, WebAccounting allows the
building of staff commitment by demonsiraling visible progress
loward o common goal and prometing continuous improvemient of the

organisalion’s processes.

4. In regards 1o the context of individual and collective leaming,
WebAccounting recognises and rewards the teaching of others and
learming from olhers—- Jeveraging the knowledge and expericnce of
respecled peers, and providing an environment in which the reflection

aboul leamning oecurs.

5. In rcgards to the entrenching of knowledge sharing into work
‘practices, WebAccounting allows reinforeement of the values of
knowledge sharing with immediate responses to the participants of

OrpanisationA and CrganisationC.

6. In the conlext of the community processes and norms,
WebAccounling permils the establishment of a ‘zone of safety” that
builds trust and community identity and further motivates the
participants of OrganisationA and OrganisationC to establish their

0WnN EOVEmMANCce processes,
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Finally when discussing the issues of knowledge transformation, all inlerviewces
except one indicated that WebAccounting is seen as a tool for facilitating the
creation of knowledge; a process of providing objective information by tapping
the {acli and oflen highly subjective, insights, intuilions and hunches of

individuals,
Reflections on Theme 3

Al the beginning of this study, I acknowledged that WebAccounting knowledge
managenient process has penerally been acknowledged by paricipants and mysell
to have proactively fostered (he sharing of knowledge to accommodale
knowledpe manzgement practices, However, | found that this process was facing
challenging obstacles. Employing varicus techniques thal supped knowledge
management practices had the danger of .prccariously altering the underlying

organisational culture,

As noted by adminisirotion stall from OrganisationA, the sharing of knowledge
can be promoted by unsclfish team based cooperation, accommodating an
cnvironment that engenders collsberative individualism. This implies that
WebAccounting must able 1o support the mapping of the fimm’s organisational
and technical capabilitics and conslraints lo its knowledpe - processing
requircments.  In order 1o supporl such mapping, the following must be
incorporated: (a) understanding of the organisation's stralegic knowledge
requirement; (b) the devising of a knowledge sirategy appropﬁaie lo the
organisation’s business stralcgy; and (¢} thc'impiemcntaﬁon of an organisational
and technical architecture apprﬁpriatc to the organisation's knowledge pracessing
nceds,  In mecting these criteria, 1 therefore teniatively esserl that
WebAccounling can assist an orpanisation to derive significant be.neﬁts from
ronsciously, proactively, and aggressively managing the link between tacit and

cxplicit knowledge.
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REFLECTION ON THIS CHAPTER

i

As a reforming practitioner, T have been Habemas' critical social theory to
underpird the research presented in this chapler, especially regarding the na.ture
and interaction of social, human, and technical syslems stimulate chii.ngcs
- (Ngwenyama end Lee, 1997a, p. 153). This would include difTerent dimensions,
human (subjcélive warld), social (inler-subjectively shared: world), and technical
(objective world). It is interesting to rellect on the oflen implicit way in which [
“have researched and snalysed the participant’s i.ntcrprctatidn and their holistic
view towards WebAccounling syslems in manaping organisational tacit
knowledge within OrpanisationA and ~OrgunisationC. From the [orgoing
intervicws in this chapter 1 have exposed the development of my "action-
researcher living reflexive practise-theory” (Whitehead, 2002) through a muli-
voice dizlogue about (he Jife-world of my participants. The “action-rescarcher”
reflexive perspeclive as provided an alternative, authenticating perspective on
the interview actions rccorded in the interview transcript dialogues. These
dialogues showed thougl‘ltf'ulne§s as a fundamental pant of personal sense making
of participanis from OrganisationA and B. Their dialogues were comprehensive,

continuous, informative, and pmvocntive.' )

That said, 1 am lefl with the nagging i.n'sight that critical theory .is eventually
inadequate. Although critical fhcury does occnsionally p_roféss 1o contain
clements of both hcuﬁsliéal inquid and reflective practitioner inquiry (Williams
1996), in my n_".ading and research experience, these clc:mcnts have not been
widely accepled or smployed. Only Williams (1995], Taylor (1993,1995), and the
scholars at the Cemtrz of Action Research Professional Practice, to my
knowledpe, have managed to illuminate critical theory research by using ils own
insights into the importahce of the unconscious and facit knowledge, and the

imporlance of reflective practice. I address these issues in the following chapter.
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CHAPTER SEVEN

SUMMARY, THEORISATION, CONCLUSION AND EXTENDED
EFILOGUE '

The heuristic researcher i3 not only intimately and m‘trobr'ogmphfm!@ refated to
the question but learns to love the question. It becomes a kind afsong into witich
the researcher breathes life not only because the quesﬁm} leads to an answer, bt
alse because the question itself is infused in the researcher's being. Jt creates a
thirst to discover, (o clavify, and to understand crucial dimensions of fmowledge
and experience,

Clark Moustakas (1990, p. 43)

OYERYIEW OF THE CHAPTER

The above quote from Moustakas’s book Heuristic Inquiry is a quantum leap
beyond Habermas's astonishing quote beginning the previous chapter. With this
devélcpmenl in understanding the nature of research within the two and half
thousand year Socralic project of creating a better world through the use of
liberating human reason, I am led to conclude my Lhesis. Using Moustakas’s
mind-boggling insight and in similar fashion in which Williams (1996) used
Leonard Cohen’s song *Allelulia” as the post-structural metaphor for his doctoral
thesis, I am ilsing Cohen’s song “Bird on a Wire.," I not only demonstrate that I
“have tried, in my way, to be free” but in the epilogue I fulfil the quest and “1
swear by this song, and by zll that I have done ﬁfrong, I will, make it all, ail up to

thee™.

In this final chapter, I present a cross-case analysis of the three major themes,
providing an analysis and discussion of the similarities and difTerences to the

cxisting literature.  Firstly, I discuss a bridging of the gap between my
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psychological self-study and my reflections, and philosophical inclinations as an
action-researcher. Secondly, I summarise the impiicalions of the research
findings. I then present an account of theorising about the knowledge
management of 1acit knoﬁ'ledge whilst addressing research challenges. I conclude
the more formal section of this thesis with some recommendations concemning
managing tacit knowledge, making an oveﬁll conclusion .and suggesting

reccommendations for fisture research,

Finally, in 2 Tentative Epilogue, 1 consider it necessary to round off this thesis by
cmploying (he more construction and playf'ully' creative side of Derrida’s 100 of
deconstruction. Presenting recent developments in Williams' and Wong's (2002,
2003) theory of ethical action, I centre on the last research question: “In the
context of my researching WebAccounting based knowledge management, what
insights can be geined using Williams' and Wong's (2003) theory of ethical
action applied to the case study of my own practice as an heuristically eritical
reflective practitioner investigating knowledge explication?” Further, I use fuzzy
logic and non-parametric mathematics to analyﬁis an interesting corollary of the
theory expressed in the equation: “E = AgC? (if and only if occurring through a
hurmen critically reflective decision in a locality of injustice (where E stands for &
potentially Enormous Jmpact, Ap for ethical Action at a critical moment of
decision £2brought aboul by a human critically reflective decision in a locality of
injustice, and C for the speed of light constant)” (Williams & Wong, 2002).

IMPLICATIONS OF THE STUDY TO THE OUTER WORLD OF
ORGANISATIONAL DYNAMICS

In this section, [ identify three major themes of my study. Each theme was based

on the theoretical pathway presented in chapter five by cxarﬁining:

1, The mle of knowledge repositorics iu WebAccounting’s tesk of

converling tacit knowledge to explicit knowledge.

2. The rle of chAceuuntiﬁg on-line formats in cenverling tacit
knowledge to explicit knowledge.
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3. The organisational changes resuiting from the conversion of tagit
knowledge to explicit knowledge using the WebAccounting system.

Acidi_lion'aliy, I have revealed each .t_l_leme to explore vnrious-.a._:ipg:cts_of the
progressive development of managihg tacil'huwlcdge via WebAccounting
systems, Taken together, these ﬂq:dings_t_:ain provide a wmprehensivé_ _a__qd unique
perﬁpectivé on the role of manﬁging“ﬁ'dt_h tacil and explicit knowledpe vnthm an
organisetion. Moreover, lhese ﬁndinés may give substance to a number of claims
supporting organisations for managing both their {acit and explicit knowledge
(Davenporl et al. 1998, The IMPACT Programme, 1998, Danjel & Grﬂeme,

1999). The results of each evaluation are summarised below,

1. The findings related to the role of knowledge repositorles fn
© WebAccounting’s task of cunver!iug tacit knowledge to explicit
knowledge,

The rales of knowledge reposnones in chAccounlmg s task of converting tacit
}muw]edge 1 explicit knowledge have identified the needs, bamers, pusslblllllcs
and resources, hes examined- relevant literature and documentation, and been
invalved in interviews with key participants from OrganisationA and C. The
findings indicated that all the research participants were satished with
chﬁécounting systems in faci[ilét.h:lg -effective and eflicient knowledge
management by allowing ﬂexlbrl:ty in arranging, selecting, and. mtegratmg

knowledge content, The fi indings were summansed as follows:

1. WebAccounting's knowledge  repositories have  supparted
collaboration within the process of explicating tacit knowledpe
{consensus from Chief mechanic of OrganisationA), This [CONSensys
accords to the philosophy '_of' ' Zimmerman (1999} and Kanter.(2000),
who argue that control of ih_formation is often seen to be crucial to the

sustainability of management steuctures within an organisation.
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WebAccounting's knowledye repositories have addressed the issues off
direst and emergent cxch:mgé of knowlcdgc thrﬂugh the process of
|nleracl1vc Torums {conscnsus from. scnmr fiance oIT icer from
: OrganlsnlmnA] This consensus accords with Scnge's lhmklnj,, who'
describes - “that __thc ability of “transfer _knowled_ge quickly._ and
. cilectively ﬁ-um .onc piﬁ of the orgnnisﬁiion to oiher is zm iiﬁpanaht-
ares af knowledge rhénngcmcnt‘ Hence, ellective knuw.lc'dgc transler
can be manngcd_in an organisation hy niéans of chAcéounting‘s
_ repositaries, ' S .
\Vchccountmbs hnowlcdgc rcposnloncs suppon lhc pruccss af
: knowlcdg,c erealion by tapping uns_lalcd, tacit knuwl_cdg,e, ofien
composed of highly subjective. or individual insights, int.uitions.and
. hunchcs..(c_:on:sensus 'frurr'1 IT 6I'l'|ce_r'fmm Qrganisati'onc}. This
 consensus accords with Zack (1996) and Zwass {1998) concept of
knowledge transfer, where they .argue Lhal kqowlcdgc management
helps 10 claﬁomtc aﬁd disseminate external knowledge, and 1o bring
" that knowledge 1o solve problems and yicld superficial oppnrlunmcs
for the orgnmsutlons concemed. - ) o
chAccoununbs kr_mwlcdgc - repositories facilitate: forecasting
I'uncllons (conécnéu§ from’ Scniof' Sales 'M:Snagcr from
Orgamsal:onC) This consensus accords with Zack (1996), Andne,
' Krogh, and Roos, (1996) whose concepl. of c00pcrnl1vc slralcglcs
. suggests, that cuopcmtlve strnlcglcs can’ be translated into commion
vcnturcs. allmnccs, Mergers, acqulsttlons .'md vinwal cntcrpnsmg.
Such transfonnauun_pruccsscs con be secn.as 2 powcrful way of
_accessing and transferming or'g:misationally embedded knowledge, .
WebAccounting's knowledge reposilories enables stall 1o conlrbute
theic best practices ékill'into a knowledge rcpository where the
collective knowledge are collected, inlc_:.graled,_ and shared amang
people ‘and can be -used for .coni_'ronling and resolving " similar
problems E (conscnsus " from Administhﬁon '.Oﬂ'ccr' Irom
OrganisationC}. This consensus accords to bei ll1 similar \rcln to Quin,

 Anderson, and Flnk{_:lstcm {1996) _wlth their concept of four

290



distinctions between the types of knowledge. There are the “know-

what, know-how, know-why and care-why,” 1l also suggests that the

importance of knowledge and its role in helping an '_organisaticn

become compelitive through the concepl of the leaming organisation,

chAcctilintinQ‘s knc.wl.cdgc rcpusi.torics are conlronted by
challenging problems, particularly in the Spccd of disseminating
relevant real-time research 1o investors iﬁ a highly volatile and rﬁi:idly
c.h:mging slock markels cnvifonmcnls {consensus frcrﬁ finance officer
from OrganisationC). This consensus appears to be consistent with
Meyer and Zack {(1996) concepl of technology infrastructiire role in
knowledge management, whom state that a tt_:chnolcgy. conlext
addresses only 10 percenl of requirements in supporting knowledge

mnnagcmcnt whereas 90 percent is relaled o pcoplc.

2, The indings related to the role nl'WehAccounling on-line furmats in
cunverting tacil knowledge to cxplicll knuwledgc

1.

WehAccounting's on-line presentation is cnhancing the conversion of

tacit knowledge to explicit knowledge (hrough the process of

interaction and with the contimious updating of relevant knowledge

. (consensus ﬁ'om finance officer I'rorn OrganisationA), This consensus

appears to-be appcnmd to mIate to Senge's Fitth Discipline (Senge,
1990). Senge argues that there is & need for “learning orgnnlsallons
whereby pmplc are contimally c.tpandmg their capaclly to create the

results th::).r desire, where new and expensive paltemns oflhmkmg are

nurlured, whcrc co]lcctlvc sspiration is set free, and wherc people are

cominuﬁlly leamning hew to leam logelher. - In my analysis,

WebAcconnting can indeed help to realise these cxpl:.i:lations‘

WebAccounting on-line format facilitales the process of direet

exchange of knowizdge among cmployécs and enables the tracing of

. the employee's knowledge development. (consensus from  an

adminisiration efficer from OrganisationA). This consensus appeﬁrs
to be consistent with Argyris (1976) concept of organisational
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memory. Argyris sugpesls that “organisational memory” refer 1o data
slorcd in the organisation’s knowledge reposilories to assist in

decision-making.

WebAccounting en-line format enables 2 more eificient and effective
organisational Icarﬁing for convering tacil prior experience
knowledge lo explicit knowledge ihrough the process of on-line
conversations, contributions, and collaborations. (Consensus from
sales Managcr from OrganisaiinnA). This consensus aﬁpcm be
consistent with the Huber (1991) and Lyles and Séhwcnk (1992)
coneept of prier experience in the litcralure of cooperative sirutegy.
They emphasise thal past experiences that are transfermed into
knowledge and storcd into the organisational memory provide the
ability. 1o diseriminate belween difTercnt situations, and to select the
actions that might be mosl apprepriate lo filure problem solving,

WebAccounting's on-line format was confronled by some challenging
problems, panizularly in providing the -Mexibility required for an
integrative knowlcdge management pmccsscs. (consensus  from
finance officer from OrganisationC]. In order to provide aéccss to
mullimedia digitised research documents a high level of technological
infrastructure is needed, and must be continually updated 1o eliminate

oul-of-date contenl.

WcbAccounting on-line format enables organisational leaming for
converling tacit knowledge to explicit knowledge through the process
of interaction and continuous update of knowledge (consensus from
Sales manager from OrganisationC), This conscnsus accords 1o
Hmnei‘s (1991) concept of inlcmalisatioﬁ. Hamel argues that
internalisation supports orpanisalional ability and capacity to learn.

WebAccounling on-line formal enables an efMicient and effective

platform for organisational leaming through a process of convening
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3

jacil knowledge 1o explicit knowledge by direct exchange of
know]cdge AMong émp]byccs .(cunsensﬁs frorn an 1T stall member
from OrganlsauonCJ This consensus accortls te Audne, Kragh, and
Roos (]996), particularly with their conccpt of cooperauve stmtegles
. for undcrstandmg and managing knowledge. ‘where they ernphanse-
that opcnness and trust are two of lhe mam detcnmnnnts of suecess in
 the field ofknow]edgc transfers.

The findings related to the organlsational chnnges resulting from the
conversion of tacit kiiowledge to explicit knowledge through the
WehAccuunt[ng systum .

I chAccounliﬁg‘s. knowledge managcmeﬁt process-ficilitates and
t‘oslers the sharing of. knuwlcdge on a WIde.S]Jread sca]c .
Orgamsanonal changes resultmg from the converswn of tacit
knowledge lo explicit lcnow]edgc by means uf WebAccountmg cun be
elTecled through the interactive format {consensus from a mechanic
from. OIrganis'alionA} This consestss accords to Aadn'e Krogh, and
Raoos (1996), parucular]y w1th that lhc mteractwe f‘ormat desipn

) pmmotes opeancss and allows f'or sen:ndlplly

" 2, WebAccounting’s knoiu]edge management process may Tesult in

radical dhangcs in an organi_sniion's_qﬁltﬁre l]\‘lroug'h ﬁ_uilding upor
common urganlsallonnl clcments. ) ]evmgin'g WebAccounting
training, and expenencc that 1mpans a common vocabulary and new
skills such as facilitation and on-line d1alogue_ (consensus from an IT
stall member of OrganisalionA).  This . consensus accords to
Hﬁbcﬁnas‘ Communication action where the IT stall’ member reflects
his understanding of reflexive thinking about WebA.ccounl.ing’s-
knowledge management process, whlch eilect radu:al cha.nges ln.
organisational culture through bulIdmg upon curnmon orgamsahonaf
clements. To him, the ability o understand the underl:nng of

Orpanisation culture leaming and apply them in a different way
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indicates deeper understanding in pursuing the role of an action-

researcher.

. WebAl:coummg syste'ms foster mutual interests  and 1ncren5ed
'pusﬂwe ult]ludes and behaviour where stall members le:lrn from each
-other by means._ of transfc_rs of_‘ howle_d_ge__mto th_e WebAccuuntmg

" knowledge rcpusitorieé, and a willingness to'apply what (héy leamed -
- (consensus from an administration stafl of Organisa_lio.nA)‘ This
c_bnsensus accords to _Hahcrmas" Comemunication actinn: where the
administration staff explores his reflexive (hinking by explaining,
questioning and checking his idéa.s about 6rgnnisatiuna]-‘ changes,
r:sultmg [rom WebAccountmg knnwlcdge management processes.
He cxplon:d ond conslructed ‘his ideas Further by aclive participation
in a range of culIahcmtwc investigmion into the cnnccpt of unselfish
sharing of knuwledge, willingness to reconcile difTerences and
recognition that working logcthcr to reduce uncortainty. Al] these
ideas and thinking processes were underpmncd by his positive atmude
that was illostrated by his cummltmcnt, cngag{;mcnt, and enthusiasm. '

] WebAccounlmg systems encourage coopmtmn lrust, mdw:dual
.developmcnt, and colleclive lenrnmg {cunsensus from' a sales officer-

- of Orgamsallch) " This "~ consensus . _aceord” o Hahcrrna.s
Commumcalmn action when: fhe sales officer” explon:s his re[]exwe_
processes where he mterprets the aspect of valumg collective ]eammg :

'-.ln stimulating needed orgamsatmnal changes As a reﬂexwe a.rld'
reforming sales person, he gcnerab‘:s his practlcal ltnow]edgc ina
heuristic manner. That s, throughout hls interpretative process he has
actwely suppressed his voics and experience within the v1gnettes he
has submitted, to judge the merils and demerits of a reflective and
collezlive leaming strategy used 1o determine how it might best be
employed to facilitate reward systems in the fd;ufc._ :

294



5. The conversion of tacit knowledge to explicit knowledge by means of
WebAccouot'in'g systems allows the community processcs and notms
to play an 1mportant Tolz in 1nﬂuono1ng the orgo.msanonal changes
'Thls is nocomphshed lh:ough permitting lhe cstahhshment of a *zone

of safcty ‘(hat builds trust and t:o*rn*rnumt:.nr identity. (consensus from an

S IT staff member of OrgamsahonA) Thls consensus accords with the
’ coneept of‘ Aadnc et al (1996), oonceming 1ntor—organ1sallona]
lcnow]edgc where they emphasmo 1hat the Now of such knowledgc
supporis mutual _and beneficial mtcr—org,amsational gains.
. Additionally, the consonsos is‘also in 2 similar vein to Habermas’
Commumcatlon gelion where the TT staff member. sees to.
ack.now]edgc the 1deahst1c focus on tho firm’s community promses
. and the norms that affect the underlying orga_msallonal changes. That
is, his practical reesoning for 'w:_mti'ng to utilise the exchange of
business infonnation throuﬁh an Internet network has led Him 1o
reflect on the eff' icacy. of supporlmg knowledge shn.nng, and
provu:hng motlvatlon for the oommumty to . ostab]lsh its own

- governance,

The above lmpllcatl()l'ls are ﬁ'om ﬁndmgs that were sourced frorn the pa.rl:mpa.nls
inner and outer worlds and can be séen as lmporlanl s lho understundmg of their
personal thoughts and rerleohons “These views al]ow the rcaders to undersiand
{ile processes that detcnmne pcoplos mvolvement in the oreauon and app]loauon
'.ot‘ !-mowlcdgc 1h.rough the adoption of the WobAccounhng systom

Having dlscussed the 1mp||callons of the fi f'ndmgs the next secuou pmwdes n

commenta:y on the study methodology.

COMMENTARY ON THE STUDY METHODOLOGY

In Chapler-3, I address the following research question using a largely posilivist

vesearch approach:

In the contéxt of making possible know]cdge sharing, how successful is
WebAccounting s *a lkmowledge management system, judged in
s . 205



accordance with Moody and Shcmks suceess factor rnodel f'or analysmg
knawledgc management system?

" In Chapter 3,1 cmployed 2 largely posmvlst perspecnvc appruach re]:nng an what
I took to be ubjeclwe measurements, 1 regardcd socm] structures ‘of reahty wﬂhln
a pnsmv;st paradlgm as bcmg modelled ralhc.r than bcmg mlerpreted ar recreated
{Guba, 1990, Chu, ]986} Asa "prnctllmner-observer“ ruearchcr, I generatcd
insights of Ihe findings from my parllc1pn.nts ‘of Org:mls.ttmnA 1hmugh my daily
interactions over the period of my cmploymmt with OrganisationA, 1 construct
my lnterprctahon of the described positivist [i ndings as deductive, Howevet, [
came to understand that the research fails to-capture 1mporlant humanistic i fssues
(Guba, 1950), My described findings are thus limited -to a few \ranablcs
" constrained by the available data (Galfikin, 1984, Chu, 1986, Guba, 1990} These
descnbed findings arc subscribed to a realist ontology, objectwlsl cplstcmology
) wlth the use of controlled cxpenrnents as methodology (Guba, 1990}, Although.
limited, this positivist appmach did operatc as a knnwlcdge yielding enterprise '
(Chua, 1986) in which 1 obtamed only narrowl)r cm:umscnbcd resulls loo

narrowly. formuIaled rcsean:h quesnons

In Chapler 4 I addressed: the f‘o]low:ng questlon usmg a lnrgely mtcrpretwe

research appmach

To w!:a.r extent do Por:er H vame c.‘mm modef (1986) and Papazaglou &

}"ang (2000} vaine cham mtegralwn “model prowde msrgkr regarding

competitive advaniage and -the monagement of mowledge in an
* organisation by the adaprmu and use af WebAcconmiﬂg?

In chapter.4, 1 have taken an 1ntcrpretatwe perspoclwc on Jusnf}mg the insights
‘of the findings. I have been influenced by Checklanid's (1972) sofl-system
methodology (SSM} This SSM allows the deveIOpment of an impressicn of the
situation of canccrn, and lhe accommudatwn of ]arge. numbers of ideas making
Iprogress towards a consmsus of ldeas (Ducz:msk] 2001, p 21).. This approach
~ directs me towards the “wha " of knowledgc management nnd knowledge
“leaming rather than the emphasis a[‘ the "how" of managing knowledge. For me,
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this interpretative approach allowed me to understand human behaviour through
social constructions such as language, conscious and shared meaning from the
participants. No doubt, it allowed me to understand how stall of Org B, through
their participation in knowledge management processes, enacted their pacticular
" realities and endowed them with meaning. Howe.ver, 1 found that this did 'not
sulliciently address the critical thinking perspective, Hence, I have had 1o focus
on an integmtive theoretical framework, combing inferpretative and c:_-i'tical
elementa (Walsham, 1993, 1995; Orlikowski et al, 1991}..' Employing Eritical
sacial theory ha# led me to realise the imporlance of subjective meaning about the
nature and the interaiion of social (inter-subjectively shared world}, human (the
subjeclive “;ar]d}, and technical (the objective world) (Ngwenyama & Lee,
1997b, p. 3). .This synthesis of critical social theory also led me 1o broaden the
my major research question to the following: "For managing organisational and
individual knowledge, what are the impacts of the adoption and use of
WebAccounting, in the conversion of tacit knowledge to explicit knowledge?" [
also address the third subsidiary research question: “ To what extent does
Habermas’s critical social theory providé insights regarding knowlcdge
management through the adoption and use of WebAccounting?

It is in this research phase that T can see m&ospcctivcly the questions that the
research has illuminated, and thus understand and explicate the evolution of the
research questions (Whitehead, 2001, p. 4},

In chapter 6, I exposed the development of my "living reflexive theory
(Whitehead, 2b02) through 2 multi-voice dialogue about the life-world of my
parlicipants of OrganisalionA and C. F.i.rst]y, as a journcying practitioner
researcher I describe my "big picture” view of managing organisational tacit
knowledge through the adoption of WebAccounting. 1n this seetion, I translate
and interpret the transcﬁpts"of‘ my paricipants. Secon'dly, in the reflexive
practitioner's perspective I describe my - development joumey towards the
evaluative criteria for judging the merit of the research by addressing my
‘understanding of knowledge management and compare it with the literature. [
then highlight the dilsmma T faced in translating theory into practice, and relate it

297



1o the organisational knowledge sharing cultum Thirdly, - in the action-
researcher's perspective I discuss the influence of the ph:losophlcal framework
with the pruwsmn of other authentleatmg pomt of wews 'I'hese three vtewpomts
relate the researeh outcomes frurn lhe thoughts and reﬂectlons frum a perstma]
life- wurld to the hroader settlng of the pracl:uoner's world Thmugh lh.ls action-
) researcher perspecllve I ha\'e cume to underst:md the loeal stluatlon by thm.kmg
reﬂexwely, a.na]ysmg cwdencc a.nd wntlng my story of this i |nqmry (Rlchardson,
1994, p. 518) ' -

IMPLICATIONS FOR FURTHER RESEARCIL

In this study. 1 I_m\te examined. the.adoption of a Web;btteed kmowledge
management system, Webﬁccnunting, in the cmwérsion of D'rganistttio.rta] tacit
knowlcdge {targely unconscious) into expltclt knowledge {1arger ccmscmus)
" from a strictly Anstralian pet'spet_:_ltve. Hent:e, to enable fu.rther comparlson '
act'oss global organisations, additional studies usmg amcthodo]ogy similar to that -
m this research are needed. For exnmpIe Austraha has a strong learning culture .
relauons basis that could aﬂ'ect orgamsatlonal oulcomes, Other issues that could

' have an ml'lucnee on’ the business performance -and competttweness of an’
organisation include the Iegal framewark, the human resource and management

perspeclive, lhe technnlogy advancement perspectl\'e, government mterventton )

and the nauonal cuIture

Further research is also ee:ltlired'in order to analyse the c:l'[;ects of s.hoi'_l-lerrrt _hnd .
longet-term orgaﬁis'atienel learning eulture. This rese:tt‘ch may be based'upon the’

_know]cdgc -related - coneept of coopemtlve strntegy, the context of ‘inter-

organlsaltonal knowIedge flow, individual- Imow]edge ﬂnw, -and’ tndwldual '
leammg As ment:oned by Aadne et al (1996), orgnmsattons are f‘aclng the
problcm of keeping pace with technology, partlr:ular]}_r in the lranstttq_n__ from
industrial era to the irtfpnnatiott era, This };Jrelblcm o_ﬂcn resu.lt_s in strategies
oriented toward shori-term interventions designed to achicve competitiveness
tumaround for organisations. This sttggesl.s that Drgattieations need.t't:r_' exp]ere, in-
depth, the issues of coppernlive strategies of ]eﬂmiﬁg culture involving the.
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cxplicating of organlsallonal tacit knowledge to pranem solvmg (Andersol] et
al.1983, Alvesson et al. 1992b, Alter, 2000).

Danvenport et al (1997]. Hussem (1997) d|scusses the vn.r:ous aspccts of the
deve]opment of knowledge m:magement and the role of. both tacat n.nd exphclt
- knowledge to orgamsatlona] ]eammg Tl-uz:lr rncntloncd that thc nblhty to caplure
'and manage orgamsatlona] ]camlng, ‘which rneans that elTectwe lcnuwledge :
rmmagcment thmugh explmmng and leveragmg I.aclt knowledge. could prowde.
.cornpelmve bensfits for an orgamsauon In domg so the abilily to cha.nncl and- _
* nurture know]cdge and knowledge workers would also cnable urgamsatlons to
opcrate undcr a condition of "mcrcﬂsmg rclums" (Ncna.ka et al 1995 Remeny'l,
19993, Ma]hotra, 2000} Thls suggests that knuwledge transl‘onnallon processes
that support col]ect sh:u‘e, elaborale, and dlssemlnatc cxtcrnal knuwlcdge can be
applied_to solvmg prob]ems und cxplmlmg opporlumues for the orgamsallons

concemed

Several researchers 'thinaka 1995; Davenport et al, 19963 “The TMPACT

Programmc 1998; Damcl et al, 1999 Remeny], 1999a, Hansen 1999 Zack,

1999; Standing, 2000 Smlth 2001; Burn, 2000 \Al‘l]lm.rnsl 2000 l"m.lc 2000),'
have argued that management in order, to bind an organzsatlon togelher, Ay use.
integrating and shanng dlslnhutod knuwledge stralegles that other rcsearchcrs

. _'suggcst Managcment of- expl:clt lmowledge, whlch lncludes acccssmg.

. evaluatmg. managlng. urgnmsmg, fi ]tcnng and dlstnbutmg mfon-nat:on in.a

manner lhat is useful to rc::lpmnls ‘can also prnvldc strateglc value to the

‘organisation.’ Thc results of this study, however challenge lhls in that the insights

of how the o_rgams_atlona_l tuolt knowledge reposttory 1n__wluch_chAccountmg

systems function enhance the pro'::'es's' of Icm-l-ling"uo'd behaviour of pféctiiioﬁers in

.undcrstandmg the, naturl: and. mteractlon of soclal (the 1nter~subjecll\re]y sha.red

world}, human (the sub_]ecllve wor]d), “aiid techmcal (the ob_]ccllvc world)

_ (Ngwenynma & Lyylmcn 1997h). G :

The results of 1h|s study suggesl the eff‘ectwe “and emclenl a.nd empowenng
conversion of tacit’ know]edge to expllmt lcnowledge aug'mcnted by a system -
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such as WebAccounting, could enable organisalion#_ to manage organisational
leamning, and also to apply ihat knowledge to the solution of problems a.ﬁd the
fulfilment of new opporiunitics. [ also suggest that the e'xpllcalmn of individuals*

tacit kncwlcdgc, albeit not necessunly through a syslem such as WebAccounung.
can lead to lead to the solution of problems and - the fu]filmcnl of new
opportunities in personal and organisation and éommﬁnit}'-iifc The first
suggestion has. been supporled by this whole 1h|=5|s, cmd, ina rnanner, so has the
secand sugpestion. However, to further explore and _]usul‘y the second suggesuon,
I now present a Dcrndean inspired Ep:loguc as Chapter Eight.
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"CHAPTEREIGHT

"TENTATIVE EPILOGUE -~

In this cplloguc actlng 0 a reflckive revmw nnd synthcs:s Df lhls study, Ii wca\'c a
postmodem web' of words around the i nal : rese:u'ch qucsllon Restating for
clarity, the qucsl:on is: “In the ccnlcx_l of rr_l),nr researching the cxpllcaiidn of 1acit
_ know]cdbc what insights can be gained from a poélmudcm in.spircd. rﬁnﬂcring of .
the case stud:,nr of my own proclice as an hcunsllcal]y crilical reflective:
practitioner, which resulled ‘in and wes mfon'ncd by Willlams .'l.nd Wnngs ._
(2003} lhcory of ethical .u:llon'?"

[ present an outling of the .thqary of cl_hicﬁl ﬁct_iu_ﬁ that has di;.cc.t.l'y. résulted from _

this research and Williams (1996-2002) post doctoral ressarch and practice, -

Exploring a comllar}f]iﬁgl‘c.'tﬂ' l_h'c thcdrg using 'fuz'z.y' .lugif:. and ﬁon:pﬂmmetﬁc
_Imétllicmalics. [ conclude with & I.)D.Sl modém dcconsifﬁclive J:ind confcssional
" accounl of - lhe rv:search, mcludan&, scmc 1n5|ghts arising t"rom some |nner .

dlscoursc

.BRIDGING THE GAP THIS RESEARCH AND MY INNER SELF
STUDY

[n this thesis, [ have prowdud a dctallcd dcscnptmn of thc rcsenrch approach
This mcludcs elements ol hcunshc :nqmry to solicit’ |nncr “and open discourse
responscs using one-on-one nterviews within a phcnomcnologlcul, rcﬂccu_vc
prncﬁtibncr mclhﬁdology to expericnce the faéilitatioﬁ ol knowledpe: éharing
.lhrough WebAccounlmg Usmg a cntlcal somal thcnry pcrspcctwc h:l.'.' pmvc:l to
be a uscf‘ul method for exploring and undcrslandmg the social conlmd:cuons and
" eonficts mhcrc_nt in the cxnsllng social slructl_.lrr_.'s_ of both: orgumsnuons and

society through self-reflection in the hope of human emancipation (Alvesson &
ki



Willmott, 1992, p, 434; Orlikowski & Boroudi, 1991, p. 19). Such an approach
has allowed me t0 dcscribc Jnd cv.plain my profcssiona] 5:1(] personal prowth over
a period of three ycars, 1hmugh ‘the l:rcanun of my own "lwcd reflexive
experience” (Whllchcad 2002). o

My rcscarch slory forms on cp:sodc whcrc I dlsclosc :Lspccts of my “orldv:cw“
-and pcrsonallly lype.  This pcrspcclwc aIIows mie 10 lncludc clcmcms of opcn '
dinlogue between thcorctlc:zms and’ pr:lcl:tlonm's lhmu},h n mclhodology

- employing réfleyive pr.:cncc rcscan:h {Applgnnncm ctal, ]995 Vzm M.ml:n 2000
Taylor and Wi, .« 1993, Wll_lla.l_'ns,_19_9_6,_ \'_-"huchcad, 2002_}. in dmm, so, |
find thal. [ om _uhlc to.' reveal nersonad and anudbtal comments aboirt my
psychological reflections, Allhoug,h'my inentions may h:wc bccn :lo uﬁdcrstn.nd_
and to impose mc:mmbs by analysing the cv1dcncc and then lntcgalm;, the
formed ldt.‘-ls, { cventunlly f‘ound ihat [ was able to shapc a convmcmg msponse
from this mcthodolo;,y This response may have suhconsclcusly alIowcd me fa, .
crystallise my fi indings {Taylor and Wlllmms 1993; Wllllams. 1996, Whllchead
2002 Wong & Wll]mms, 20{!2} ' ; -

: As dcmonstrulcd in. the dcﬁnltlons of tcmis in the gloss-lr)'. 1 Inkc n:ﬂcxwe

prncucc as an clhmnl]y ‘acied mﬂccll\'c pracmloncr rcscnmh I favour the notlon '
“of rcﬂcch prnclltloncr rcscarch as-a .re!f smdy pruccsscs {Guha 1978

_Appu,nuncsn et al, 1995 '-r'.m Mancn. 2000).. This upproach serves Io mcosmsc_ .
and brm!, bolh the prcmsc views of the world (ontolm,y) and The wcws of the
rclatlonsh1p bctwccn the |nr|u|ry and the world {eplstcmology} (Guba. 1978
Appignanesi ‘el al, 1995; Van M.mcn, 2000} H also allows me 10 sct a mcthod [‘or
finding knowlcd;,c aboul the wor]d wnh lhclr corrcspondmg ways of
lntr:rprclutwns {Gub:l ]994) ' )

[ cmlJr:u:c research thal serves to bndbc the gup bctwccn theary zmd pmctll:c
_(Taylor and WlIImms 1993; Gubsa, 1950; Van Manen, 2000; Whitehead, 2002)
and [ sec my rcﬂcch research as pmvuhm, an :mpclus o synthcmsc a mclhod

and 10 allow me lo elicit new knowlcdgc 1 also hope to alent others (o the ncw.

proposed learning n:f‘orms, Ain particular the conversion of tacit knowlcdgc'
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(largely unconscious) into explicit knowledge (largely conscious). T hope my role
may generate reinforcing leaming behaviours such s motivation and
commilment amengsl 1he participants of OrganisationA and OfganisalionC.. This
is in the hope of encouraging meaningfu! lcaming for those involvéd-so that the
individual can make positive use of these new hehaviouirs (rcspnnﬁe learning) and
make sense of them. They then may be incorporatéd into an individual's belief
and pﬁﬁona] growth as a natural hy—pr.odul:l of this learning process ('El.'lis,'ZUUD;
Whitehead, 2002), [ will touch upun. .T.hcsc 1opics in rny epilogue. .

REFLECTING ON MY PHILOSOPHICAL INCLINATIONS As AN
ACTION-RESEARCHER

Use Moustakas’s (1990, Pp. 32-34) notion of validity in teuristic rescarch, 1
continue to seriously enact Schon’s (1983) admonition to be a reflective
practitioner. In endeavouring to acl os a reflexive practitioner, | used the
upproach of sell-refcction throughout my pml'cssioriai ﬁrnclicc 1o portray visually
and symbolically the elements and rclatlonshlps that_bind the sul:uect together
(Ellis; 2000; Whitehead, 2002), This allows me simulancous expression of

A,

“what is", "whal conld b_é" and 1he choice of passible paths that ene may take.

1 became increasingly . aware lhal,'\__vhcn 1 was rescarching the impacts of
organisalional lacil..knowlcdgc Bccbnling cxp]icit .in the outer organisation
domains through chAccounung syslern, 1 was expl:caung my own tacit
knowledge in my inner domains. Throuph the spirt of reflexive pmctlcc research
informed by critical and heurislic inguiry, 1 was living out in my own life and
practice, in a psychningical antd persenal sense, the very t]ling. thal I was
rescarching (Taylor and Williarns, 1993, Guba, - 1990, Van Mu.ﬁc.n, 2000,
Whitehead, 2002). In this manncr, I am ablc to ]ook_ i_'or some inner insighls that
.nugmcnl the research findings, For example, what are the inner faclors in my own
lived _ckpcricncc thal correspend to the following major lactors on the research in

the outer “vorld of organisational dynomics:

1. The orgonisalion's commiliment 1o the effeclive and elficient

management of knowlwlye;
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2. The organisation®s knowledge management architecture;

3. The organisation’s method of processing flows of information within
knowledge management (integralive or interactive application);

4. The challenges faced in ndﬁpting WcebAccounting;

5. The impediments faced in adopting WebAccounting?

Would | enact, in my own pmifessional practice that polilical empowerment
demanded by a reflexive praciice deepened by an amalgam of reason from critical
theory and taciily explicative enreka from heuristic (words of the same Greek root
word) inquiry? When curcka insight coupled with emancipatory reason 1o cnabic
me to sce the nccessily of acting against oppression and threat, would [ respond
by appropriale action in this omega momenl of decision? Would 1 enact, in 2
localily of oppressive injustice and threat, just, fir, and honcst ethico-socio-

political action informed by bath reason and inluition?

WILLIAMS® AND WONG’S (2003) THEORY OF ETHICAL ACTION

Williams' and Wong’s (2002) theory of ethical action'suggcsts that enacting in
ong’s own praclice the insights one gains from reflection on thal practice brings
abont awareness of injustice, which brings about a mement of decision wherein, il
2 person docs indeed take action apainst injustice there will be potentially
crorrons bpact. Williams {2003) cxplains that ne matter how small the act,
even a single word against injustice, the polential impact upen the person and the
socio-cullural conlext is enormous, as if muhtiplied by the square of the speed of
light. Metaphorically, and with postmedemn aliusivencss, Williams refers to this
outcome of the theory of ethical action as in accord with the following
postmodern fuzzily approximate jingle:
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E=AL
ifand only if’ occuring through reﬂe.rwe
" decision in a locality of infustice

Where E stands for Enormous impact, Ap, for Action cthical at

acritical momenl of decision ({3 brought about by a rellexive

dmsmn in a locality of injustice, and C for the speed of hg.ht' o
. conslant, -

[Apalogics to Einstein for we were mspircd by his EEMC.’.
_ [rom his theory of relativity, which formulates that a small’
amouit of matter converts o 2n enormous amaunt of energy.
In & similar yet metaphorical way, a small ethical action -
converls to a potentially énormous impact according to the
above posimodern and fuzzily approximate jingle.)

Analysing the Theory of Ethical Action Equntion E=Ad? Using Fuzzy
Logic and non-Parametric Mnthcmatlcs

Iniroduclion -

[n the past ﬁar. as parl of our development of the thcory of cthical action
(Williams & Wang, 2003), my supervisor and [ were thinking of some techniques
that may perform the task of mndclllng nonlinear fimetional mlatlnnshlps of an
unknown form. Wc were searching for some lr:chmqucs ‘which. could be app]lcd
to the corollary mathcmzmcal equation (I use equation rather than ngle due to the
need [or mathematical f'orrnulatlcm) from our lhco_ry (E= AdC? os stated above).
. During that time, following on frﬁm my Masters degree, we ﬁéwe been
researching - models from (he [iterature of nonpan:lmelnc estimation and

prcdlcllon

' My supervisor, Dr. Mark Williams holds both a B. Sc. (Mathematics) and 2 B,
Arch. {hons) {UWA) and Ph.D. {Cunin). ! came 1o undersiand many of the
mainiy non-parametric mathematical models (fuzzy-logic, genetic algoritbms,
simulation cquations, cic.) whilst I was reading for my Masters at UWA.
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While many statistical models are well developed, Jargely due fo econometricians
(Stinchcombe and White, -1939; -Wang, 1992), the techniques to sﬁpporl our -
cthical :icl_iun i'uncli_'ons remain somewhat mysierious. This silualic.m.is élleviatl_:ﬂ
somewhal by Williams® hc.uristi'c.ally insﬁircd insight fo use Einstein’s éo.mllury
mathematical Cqu:lllon from his lhl:m-;,r of relativity (E MC' whcrc E rcfers o .-
cncrgy, M to malter, and C ta the spccd of hght cunstanl) ' .

Using this i'nlll.ﬁlive insight. I w.as ﬁlﬁlc . Tb -employ f'uzi_y. logic aﬁd nen-
parametrical mnt}u_::matics: in prul:.»i:ng for a unificd ﬁalhﬁnalics 'i_'ramework.
Loosely speaking, Einstein formulates that a small emount of matter, in the right
locality under the ri eht édnditions, can converl (0 an enormous amount of encrgy
due 10 the multipiy‘ing factar of the square of the speed of light constant. In an
analogous and metaphorical way, an cthical action m the right locality under the
right conditions can convert to an cnomou5 impact accorﬂing l.u the ethical action
equation (Williams & Wong, 2002)._ S

The follm#ing section sels out an outline of my work to explore the formula using

fuzzy logic in the langurge of non-parametric mathematics.
Fiizzy Lopical and Non-parametric Malir_émat;'cal Explaration

Defi nla‘fons
(Note: Above cquahcm was rewritien f‘rnm Sandbcrg & Park (19893 and Wnngs
{1992) lhcorem of i'u'zzy loglc equatlon}

Enormous impact - function set: Let E be the universe of discourse (for our

purposes ‘E=A"a set Aisa sub_scl of a matrix space Action and is a fuzzy
sel if its membership function is multivalued (cg.. 12 5 £2[0,1], where 12
A(X) is the membership grade X of in A), Then a collection of subsets { Xi}.
=1,2...,n; X; < A is an e-covering of E if the diameter of cach X< 2e and E
c U Xi{ie.Eis covered by A").

E: = { &....65} is an e-nct for E = {83}, j& I; if for cach @ in E there is at

least one clement ¢; of E such that p (0,e;) <€)
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The points St ... o are s-separate_if the pairwisc dist'an_ce p (85 ) <eVI=].

Mnfhemar!r:alE.rplomlfan. :
(adnpted from Sandbcrg & Park's Theorem, 1989 a.nd Wa.ngs Theorem, 1992}

The minimum. nuriber n that is sufficicnt to cover E for a gwen g>0isa

function of only ils logarithm H; (E) = log. Ne where N: @} min 1 which - -

- isthus callcd thc mctnc enrrupy of the set E
. Thus: _ . . B
1609~ ¢ 09 1- 100+ 5 .nj [ ¥ 130 - o - Tl [ ¥
O} | S
<1Qs - be + T~ b) I .,.1‘}’(13 @) + l}:,..b i n_.‘P(m
Y- [e¥w @js)} |
Where: _ _
N b+ O e | s B (emy )- (Fwem ¥
[0 Pyl s |¥(w ';'“)|.'w.here ¥ denpies_niax ¥(@ -}.)'
| (o @) s [¥(w C%) " where € denoies max qi(m'é.) _
When 1 denotes max $(m 1,) which reaches maximum = £2y -

When C° denotes max Yo Gy} which reachea maximum = Cz
Henee, the ﬁnﬁl equalion tums {o:

I G (X)-e {X)| = |nq+ ZJ-IQ [] llP(UTJs] by = Ij-lni []‘ |v|-'l"l"(‘:|:l &) |

5 1Qq - bo + Thuly - 1) I ,..|‘P(ﬁ: & + !Z,-lb i nﬂl‘l‘(wn.)- 1)
w1'l(w ®JS)=' |

[6(X)-e ()= Q0+ gy n‘ wet (T Y) - bo = et [ st B5) | equal.
wE.

|9y - bo + Tl ~ b [] w¥m @) | + .| T b3 n..‘l’(w 'f,,) - []
wr'P(@ ©;) | equal to AgC
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Resolving both sides of the equation provides the new equation;
E=A L

So it is that a fuzzily logical ﬁnn-pararnclrical mathmﬁalical i:zxplomtiﬁn seems 10
supporl the equalwn arrived at thmugh postmodcm playfu] alluswe creativity.
Subject to further research and mathematical justification, we are content to refer
to the equation neither as a law or a formula, but es still the same old fingle, albeit
which now has a little more credence as a corollary of the theery of ethical action
{Willisms & Wong, 2002),

Comncints:

Due to the number of permulations that exist in a chaotic environment, especially
in todzy’s rapidly changing business world, Williams' and Wong’s (2002} ethical
action equalion is explored by using notions of quanfum mechanics and
Einsteinian theory. One such notion is that the quantum of kinetic energy
resulting from a fusion or fission of an slement changing state into ancther state
{which, 2s in the case of the element Uranium, may be stable or unstable
depending on the nature of the changed clement) involves enormous numbers of
permutation sequcnces which actually approach infinity (at least in the order of
halfa I:nl]lon]

In the human realm, the sctions of a persan taking ethical action in their lifo may
be equated 1o the number of permutation sequences as in the case of the fusion of
matter. In other words, in lhé human realm, the enormous impact of an ethical
action {taken in the locality of injustice perceived by an emerging ethical
awareness directly soured from the rellexive practices of the person concerned),
can be mapped onto the case of kinetic energy released by fusion or fission of

malter according to Einstein’s famous equation E = MC>.

Anolher notion is the question of why the speed if light constant is central to both

Einslein’s cquation and to the ethical action cquation E = ArCh Due to the fact
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that fusion ar ﬁssmn takmg p]ace in the malter—energy transformation accurs in at
least approxlrnately half a billion permutation - sequences and someumes
appmaches infinity, it is neccssary to include the spccd of light constam in the
equatmn as this is the nearest censtant to- lnﬁmty in our universe, Hence in the
elhlca] action theory, the 1mpact can be mapped onto lhe kmenc cnerg_y released
dunng the fusmn of matter Emstem:an and qu:mtum theory pnradigms n:e used
in mathemahcally explermg the. elhmal achon equatlnn as descnbed in the _

previous sectlnn

Another notion is that for fusion ar matier to take plage, certain conditions must
cxist it the loeullty of that matter to create a chain reaction. Such conditions
include an exiemal catalyst in the form of heat end cnucal mass in the right
environment to create the conditions and veloclty necessary for the cham reaction

le enable the process to l:nntlnue Lhrougll the matter involyed,

In the case of the human action equation, creaung a chain reaction requires the
action to take place in a cnllcal rna.ss of human thoughts or mtrapersunal actlnns
or within either a critical mass of persons in the locality or within the social
environment of the actioner, Only in these conditions can ‘the permutation
sequences descnbmg human behavmur be msolvcd to erate the neccssary

equations.

The humnn aetmn creates a cham reaction by an initial hurn:m action influencing
human thuught or behawour which i in tumn influences other human behawour and
'm on, in an exponenual manner, Thls exponentml effect leads to the chain
reaction of human’ 1hought or bchavlour that creates an enormous 1mpact upan

humanity.

Thus the speed of light constant is employed because the permutation sequences -
of human thought and behavmur apprl:lzlch infi nlty, cerrespondmgly as in the case
of fusioning or fissioning matter where the permutation sequences of quantum
states. also app'roaches_ _inﬁnity. As the speed of light constant is the closest
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velocity mapping to inﬁnity, it hes to be used in both Einstein’s equation and in
the ethical action equation. - ' '

MY COMMITMENT AND DEDICATION

In epilogue, | éxplain the previotisly veiled description of my decisibn's t_o. cha.n_gc..
to the ECU Doglor. of Philosbphy p}ogrmnnie from my prcvioﬁs’ university
doctoral prcgmmme and why I decided to include’ thls eplsodc in my thesxs Why
does this action deserve to be included as part of a n:sean:h thems mvestlgatmg
the exphcanon of tacit know]cdge'? The shorl answer is that T was a paruclpant in
the research and I was explicating tacit knowledge in my life and in the research
" process itsell By i_ﬁcluding_this episode in my thesis I am 'exli]oring research
material relevant to the erea i.md_er invesligaticﬁ. Iht_i_eed, Thave comg to_'th_ink that
 this case study, of the ékpl_ication of .tacit knowledge in the ]a.rgﬂy_iu_nér world of-
my own practice, may well come 1o be the most signilicant parl of the rcse:l.rcﬁ;

In terms of WiIlihm_é' and Wong's theory of éthi_ca] action, what was the ethical
action? What were the critical fnnmeﬁts of decision? What was the locality of
injustice? What was the ernergmg cthu:a] awarcness? What- were the insights
gnmed thmugh my prachce that I enacted in my own pracuce? More lmle'T.ﬂl'll]}"
in some ways, what was the enormous impact? (Williams &_Wnng., 2002).

. Thinking of the last question, perhaps for me the mos! existentially imporiant
aspect 6f the theory of ethical action for me at the moment, I.qu_oie from the
'rcnownod. psychialrist-psychologist-philosopher ' Carl = Jung Speakiﬁg of
empuwcnncnl of one's bellef n ordcr to justify one's value, Carl Jung (1975)
writes: i

Too many men and women reach middie age without achieving
payehological maturity and it is therefore necessary 1o help them
through the neglected phascs of their development, If a person is
afraid of life and finds it hard o ndjust 1o reality, he might prefer to
dwell in his faniasies or to remain a child. In such a- person
(especially if he Is mtroverted] ene’ can sometimes discover
unexpccted Ireasures in the unconscions, and by brmgmg them to
conseiousness strengthen his ego and give him the psychic energy
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he needs to grow into a mature person. This conslitutes the
neglected phase,
Carl Jung (1975, p. 325}

Perhaps answering my own question by which I end this thesis, it could just
be that that I am just such a person, that 1the enormaons impact that acerues to
me is my maturily. The question still remains, thongh, what is the enormous

impact on others?

YIGNETTE QF MY MOMENT OF DECISION

Briefly put, in terms of Williams® and Weng's (2003) theory of ethical aclion:

1. What were the actions? The {irst action was (hat my supervisor and [
decided to proceed with our heuristically critical refllective practitioner
research in the face of undue integference in this research by senior

administrators and academics,

2. What were the crilical moments of rellexive decision? The critical
moments were, when confronted by sericus oppressive actions, both my
supervisor and I tock an ethicd-soeio-political decision by enacling the
insights'wc were achieving by reflecting on our practices of academic
research into tacit knowledge explication. Tﬁis was to'test if there were
substantial reasons to support withdrawing from this praject. Afler much
reflection and cxamination, my supervisor and [ decided to carry on with
this project convinced that we had examined all imponiant and relevant
points and found our case to be sonndly based for a research project as

this one using the stated methodology,
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What was the source and locality of this injustice? The source of this
injustice, unexpectedly, was the umiversity depariment (my previous
university} where I was conducling ‘this supervised research, and at the
same lime apparently, other senior academics and administrators opén]y
and possibly coverily .ns well, haressed and ridiculed the research and the
result was an imposition of sirict procedures in an attempt to block and

impede the research and jts methodology.

What was the cmerging cthical awareness? The emerging ethical
awareness was that my supervizsor and T became aware of new levels of
ethica! importance from within our research processes using the
methodology of heuristically crtical reflective practices, We were
developing our theary of ethical action. If we gave up and succumbed to
this academic pressure and restricted cur research, we would be betraying
not only to our research participants and ourselves, but, in our minds, the
Socratic project of creating a betler world lh.rﬁugh' the use of liberating

human reason.

What were the insights gained and enscted in my new set of practices?
My basic practices were that of a full-time professional academic
researche.r and umiversity tutor. This thesis bears witness that I was
researching the explication of tacit knowledge and that my insights gained
from my professional praclices are  integrated within this work. My
theoretical frameworks included the Germsn critical social theorists
writing afler World War I, and then after World War II (eg. Habermas’s
work). They had spent their fives not only researching why individual
persons and sometimes whole nations could sink to levels of ethical
corruption but also, for them, the more pressing concem was how to
prevent itre-oceurdng it any civilised nation. With thsse common
insights gained through my practices, how could I meekly eapitulate to

political pressure from those that would restrict academic freedoms for
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whalever reasons, especially to those opposing research methodology and
research wriling styles? If could be said that this was a small price, but for

me it was very traumatic,

6, What 'wés the impact of all this? Iﬁnd this difficult 1o state fully at the
present moment becauss the impact is s;ill on-going'. Su[ﬁce to say that in
my own life, in the life of my supervisor, in the lives of thase who had
harassed us, in the political structures of my then university, and in 'thé
power and vigour of this thesis, the 1mpact has been greatly disruptive and
of no advantage 1o any of the partu:s (It should be noted that Williams

" and Wong (2002) essert that the enormous impact ‘referred to in their
lheory' of ethical ac_tion. cn occur in ways which, unlike my own

experience, are not immediately obvious.)

As hinted at in Chapter One, [ am carrying a set of beliefs which undergirded my
ethico-political action to transfer my thesis to ECU's Doct'or of Philosophy

programme,

As a student from a non English speaking liackgroﬁnd I became ihcreusin.gl'y
aware of some of the jssees fnccd by me in wntlng my thesis using storyle]l:n,g
and narrative in expressing persona] experience (Clandinin & Connelly, 1994}, 1
believed such ‘approach would allow me to embatk upon a form of mqulry
process where I can consciauély move hetweﬁ reflection and-action, and inner
and cuter awareness (Mn.rsha]l 1995}, Usmg such an appmw:h also allows me to
" pay attention to my purposes, intentions, behaviour and the outcomes that f'allaw
{Reason, 2001). My siory has been constructed vusing my joumnal writing,
reflections, vigneltes, and a form of research diary in which [ write inner persuﬁal
discourses. This allows me 1{:_ have 2 space into which I express my thuugh_ls,'
" feeling, reflections, and stories about what I am éncountering. In writing in this
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way, | am aware that I am not just reporiing my experiences but also taking aciion
to safeguard my zuthenticity during "critical moments of decision” (Williams &
Wong, 2002; Whitehead, 2002).

I wondered wlit_:ther I really would be able to conduct the research in a state of
stress, feeling trapped and pcﬁonal]y and professionally disempowered. I wasin
astate of disqui:ét and la.memntian..- As Tr'apcdo-D'orosky' and Cole (1996) cited in
Shobbrook's disseriation (1997, p. 21), comment, secm.ing to comprehend my
situntion as they describe:

When standing on the oulside of something, looking in, ii's
sometimes easy to critfeise, it doesn’t hurt the critic, and I must
confess it comes almost naturally to me. But when'l’'m the one on
the inside being looked a1, then I realised the PAIN thal can come
from such a common exercise, That's why T buitd up my means of
protection, cither in the form of barriers, or by ensuring that I can
control the criticism by influencing lhe relationship between
myscll and the crfic. T have 1o enable the other paries to
undersiand my boundaries when it comes to bemg challenged just
as I have to undcrstand their boundaries,

The decision to transfer o the ECU Dactor of Philosophy programme enabled me
to proceed with full zcademie, racial, and cultural status, equity, and freedom. -

CLOSING CONFESSIONAL COMMENTS

Thus, as an epilogical postmodemn trace, [ conclude by wondering whether (o .“,nl
{or we) did © did nol) g enefit (HRIP RAMD for atherwisch} zlccordmg to Williams’ and
Wong’s (2002} jingle? But by exploiting this fear, am i not realising that the
potential enormous benelit might not be for me. Indecd, reflecting on fny

experieace and reading of history, i realise that it is not always they that act
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cthically, or even their immediate group, who receive the potentially enormous

benefits ... n'est pas?

h n.pcrscnnl conversation in the early hours of 2003, my supervisor slated that
not only was it a new year but that 1 was a newly empowered person and
resgarcher and that  should fully Jive this oul. He summarised my rescarch as not
only as & comprehensively deep appropration of crilical sacial theory 1o research
the organisational explication of ftacit knowledge, but morcover as an
appropriation of many philosophical fromeworks, incuding touches of.
Posimodemism, to rescarch and communicale my explication of tacit knowledge
25 a heuristically reflective practitioner. _. He siated that T had dccpéncd and
expanded and fulfilled much of the promise of his own academic project begun
with his doctoral research in the development of our theory of ethical action.

What is more, he genily urged me Lo consider whether on not T had suficiently
included all of the relevant major modes of being in the research thesis. Referring

to these aspecls as forms of imtelligence, he listed the following:

1. Logical intelligence: in using and demonstraling logically mtional,
intellectual planning, organisation, and cxceution of the thesis
{Dooyeweerd, 1979)

2. Commupiecative inelligenee: by writing my thesis in a suitably clear
yet evocatively powerful style of English (hat compliments and brings
out the essence of the rescarch (Eisner, 1985)

3. Emotional inielligence: by appropristely communicating something of
my emotions during the research, (Whilchead, 1993, 1996; Willians,
1993, 1996, 200, 2002; Taylor, 1993; Moustakas, 1990, 1993cic}

4, Acsthetic imelligence: in using and communicating a rich allusiveness,
perhaps by including nri, poctry, dreams, inluitions, hunches, songs,
perhaps springing from what Taylor refors to as “the wellsprings of the
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unconscious” (Williams, 1993, 1996, 2000, 2002; Moustakas, 1990,
[994; Tesch, 1990) ’

5. Faith imclligchcc: by communicating my belicf system not only as
- par of the ontology of the research, but with confessional elements in
the thesis, in which [ approprialely express my devotional or faith _
commitments relevant o the thesis (Williams, 1993, 1996, 2000,
2002; Cupiut, 2000, Moustnkés.l990, 1094; Coudzwaard, 1985).

My supervisor, Di. Williams mentioned that he was informed by the philosophy
of the Cosmonomic Idea developed over the last century, and still being
developed, by the School of Amsterdam (Dooyeweerd, 197%; Goudzwaard,
1985). But going inlo more detai) is beyonul the scope of this thesis,

However, such a challenge did embolden me to use Leonard Cohen's song, “Bind
on a Wire” as a posl-siructural metaphar for my project. 1 quole it new, as at the

beginning, so at the end of this thesis:

Like a bird on the wire,
like a drunk in a midnight choir,
1 have tried in my wy 1o h;: }rcc.
Like a worm on a hook, .
 likea knight from some old.fashioncd_ book,
I have saved all my ribbons l"n_r..lh!,'_c.
I, '
i T have been unkind, .
[ hope that you can just let it go by,
If1,
' if [ have been unirue

I hope you know it was never to you,

But I swear,
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by this song,
_ and by all that 1 have done wrong, -
1will,
make il all,
" All up to thee.

Exgerpts from Leonard Cohen, Bird on a Wire, 1969

1 was like thal bird, exposed, threatened, and surrounded by danger above and
below and in the wire on which [ pcn:hcﬂ. The resezrch was carricd oul under
pressurc by hostile senior administralers, like birds of prey above. I was in the
process of changing carcers from banking and accounting information syslems
consulting Lo take up my commitment to the Socralic project. I was leaming the
use of sophisticaled language within what Witlgenstein (1922} might term the
word game of the world academic refleclive praciitioner community. But
whenever [ used this language in my immediale academic environment I was
scomed and belittled. This led 10 me losing confidence and even, at times, the

ability to communicale,

I was “Tike a worm on a hook” but [ realise now that | did, Sophis, “save all my
ribbons for thee,” | found allies, principally my supervisor, and in the midst of a
deep appropriation of libcral Christinnity’s empty radical humanism {Cuppil,
.2{){]1] with my loosely Buddhist faith, I was “like a knight."

And like a knight, T sought strengih by wandering deep into my tacit knowicdge,
inlo the vast storchouses and caverns of the unconscious, bringing some of what I
had absorbed from the many teachers in my life, making explicit what was
implicit knowlcdge. What is more, as just may ha]ipcn to organisations es they
use systems lo cxplicate the implicil knowledge of their knowledge workers, [ lay -

the foundations for my cthical emergence,
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Whal is more, from the wellsprings of the unconscious and consciousness
l.hc'mselw:s. [ found dedication and love and renewing courage and inner strenglh
to, as Paul of Tarsus exhorts “fight the good fight” (Bible, Timothy 4:7; 1870). 1
began, dimiy and fitfully it is true, to catch Neeting understandings of why

Soerates drank the hemlock.

So now, *] swear, by this song, and by all that I have done wrong, [ will, make il

all, all up to thee",
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Study Name: WebAccounting Project
Date’ . 1April 02

. APPENDIX] CHAPTERTHREE

Orgnmsatmn A Pllot Survey I

The responses presented ta the questions of this p1lol survey were analysed 1o
claim the qualitative values of employing the positivist approach {Chapter Three)
in investipating the adOpuon of WebAccounung

"I am interested in your opinions about various aspects of using ]u-lew]edge
management support tools. Remember there are no right or wrong answers; and
everyone's responses will pmbab]y be dlﬂ'erent
PART A

Please supply the fo]lowmg mforrnallon about your currcnl employment posmon
and the extent to whlch you use knowledge management tools; .

In which depaﬂment or section do you work? ('I‘ u:k one)

Sales o L : : Pubhc Relation
~ Marketing - . L . Transport :
" Finance & Administration_- o "R&D . i
- HR or Personnel : — . .| .- Alersalessuppor
Production R - ¢ Information Services
Other __ ", please specify.

1} What is the title of your position?

2) How many years in total have you been working in
the organizalion?

» Dg you have access to internal email?

4) Do you have access 1o external email? -

5) Do you aecess to the world wide web? -

6) How many emails per week do you typlcally send
and/or receive?

7) How many hours per week do you use in sending
infarmation using the world wide web?
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8) How many months have you had access o the
world wide web in this orpanization?

9) How many hours a week do you use your Intranet
system?

1G) How many months have you had aceess 1o your.
Intranel in this organization?

11) Ho you haye access to video conferencing?

your video-conftrencing facilities?

|2) How many times a mcmlh would you typlcally use

13} What would you consider is the most needed
Knowledge Management capability | in your -
organizalion?

14) Are you aware of any tangible benefits to your

program? If so, whdt are thcy?

organization from it’s Knowledge Managcmcnt :
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Study Name: WebAccounling Project
‘Dale i April 02

PART B

Please respond to the statements in this qucsli_onﬁairc by ticking the number that
corresponds 1o how much you agree or disagree with the following statements, |

Sirongly : " Strongly
Disagrec Agree
1) We have a successful sugpestion scheme for
improvemenis to processes and practices, 1 2 3 4 5 6 7 8 9

glc,

2) Qur slalf gets 1ime off 1 leam.

3) We have a shared understanding of

knowledge management, .' 1 2 3 4 5 6 7 8 9
4) Our staff willingly help each other to solve .

problems. : 1 2 3 4 5 6 7 B 9
5) Knowledge management has & senior

sponsor and champjon 1 2 3 4 5 6 7T 8 9
4) We share knowledpe from all parts of the :

firm. 1 2 3 4 5 6 7 8 9
7) We have a way of minimizing knowledge

crosion, which occurs when somebody 1 2 3 4q 3 6 7 &8 O

leaves,
8} Our staff have free access to the knowledge

holders inside the firm. 1 2 3 4 5 6 7 8 B

9) Qur staff have free access to the knowledpe
holders cuiside the firm. . 1 2 3 4 5 6 7 8 8§

10) Our s12{T are encouraged to {alk {fkee to
face or car to ear to each other). 1 2 3 4 5§ 6 7 8 8

11) We are able 10 measure our acctmulation
of knowledge, 1 2 3 4 5 6 7 8 9

12) Our staff is evaluated on their lcaming.

13) Qur s1aff is evaluated on sharing,
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PARTC .
- Stage One

The Ob]ectwes of WehAccounting

"| Disagres

-Strongly
‘Agree

14) Our opcmtiﬁhs staff has access to explieit.. | -

knowledge through the WebAccnunting
knowledge repositories in a timely and
accurals manner. We are able to access the
. knowledge repositories at any time we-
. wish {providing a 24 hr service) to prowde
information, -

15) Our existing customets are able to be.

provided with guick responses to requesls .

and quenm’s

16) Our stalf are cncoumgcd to talk about thcn‘ -

own work and the busml:ss in general in -
the fulure’ .

17) Our marketing stalf is encouraged o
access information regarding past'and
pmspccllvc cuslumcrs detm]s

18} In terms of i lmprovmg knowlcdge access, |’

WebAccouniing helps Io facilitate the
explicalion and transfer of tacit knuwIedge
between mdl\ﬂdua]s S

19} Concemlng enhancement of the knowledge
environment - WebAccounting hélpsto ™

esfablish a favourable énvironment forthe

sharing of knowledge by creating
knowlcdge repusituriés..

20} chAccountmg is ableto rnanagc
knowledge as an asset; :

21) We make sure lhat lessons in lcnmmg are
passed onto cthers, ]

22)We suppIy mformauon to our customers to -

allow them to be pariners in the value
chain,

23) We use ln[‘ormatlon obtained lrom our -
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customers to allow vs to improve our
performance in the industry value chain.

24) We supply information 1o our suppliers to
allow them te be partners in the value
chain. - -

25) We use information oblained from our -
suppliers to allow us o improve our
performance in the industry value chain. -

26} Our staff is evaluated during their. -
.appraiszls on their learing achievements,
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PART D
Stape Two

The Strategies of employing \_‘Vq:hAc'i:ounting S

27) Our staff is evaluated during their
appraisals on their demonstrated ability of
knowledge sharing,

28} We reward our stall for making good use of
knowledge managenicnt resources,

29) Video conferenting is an imporiant tool for
us in kecping in louch and sharing
knowledge,

30) The world wide web is an important tool for
us in aur knowledge managcmcnt
activities,

31) We have uselul communities of knowlcdgc
sharcrs'

32) Qur communitics of knowledge sharers are
well supported by appropriate techmology, -

33) Our Inlranct is easily accessible to all stalf
who have need of il.

) It is imporiant to have a chiel knowledge
officer leading the knowledge managcment
initialive,

35) We ensure that our Intranct is Kept rlght up
to date.

Slrongly

Disagree
1 2
1 2
1 2
P2
1 .2
o2
o2
12
L2

2 A communitics of knowledge sharers could be any group of stalf comprlslng of
twe or more individuals wllo are shanng their knowledge and lcarning in order lo

hclp cach other perform more ‘eMiciently and more ciTectively in their -

professional roles,

Study Mame: WebAccounting Project




PARTE
Stage Three

Suceess Indicators for employing
WebAccounting

Siudy Name: WebAccounting Project

.| Dawe - T Ap 02

Strongly
Disagree

Strongly
Agree

36) With respect 1o the growth in resources
atached to the preject, there is an increase
in the growth in knowledge content and
usage during the pre-adopting period of
WebAccounting.

37) With respect to the growth in resources
altached to the project, there is an increase
in the prowth in knowledge content and
usage during the pust-adopting period of -
WebAccounting.

38) With respect to the growth in resources
atiached to the project, there is an increase
in the growth in know]edge coment and -
usage after one year from pnst—adoption
of WebAccounling,

39) With respeet 10 the extent of organisational
initiative, there seems to be a greater level
ofsatisl'aclibn on the pant of end users
during the pre-adopting period of
WebAccounting. o

40) With respect to the extent of organisational
initiative, there secms to be a greater level
- of satisfaction on the part of end users -
during the post-adopting period of
WebAccounting.

41) With respect to the exient of organisational
initiative, there scems to be a greater level
of satisfaction on the part of end users afier
one year from pnst-adoptinn of -
WebAccounting,

42) With respeet to the fi nancml return, there
seems 10 have some redoction in cosls
during the pre-adopting perfod of
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WebAccounting. WebAccounting is able to
integrate web EDI with their inventory,
accounting, and order entry systems.

43) With respect to the financial retumn, there o .
seems fo have some reduction incosts | -1 2. 3 4 5.
during the post-ndopting period of . =
WebAccounting. WebAccounting is able to
integrate web EDI with their inventory,
gecounting, and order entry systems,

44} With respect to the financial return, there o
seems to have some reduction incostsafter | 1 2 3 4 5
one year from post-adoption of _ '
WebAccounting. WebAccounting is able to
integrate web EDI with their inventery,

accounting, and order entry systems,
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Appendix 1 (ctd):- Chapter Three

PART F
Stage Fo_ur -

Success Factors for employing
WebAccounting

WebAccounting Project
sApril 02

Strongly
Disagree

Strongly
Agree

45) With respect to the linking to economic
performarnce, there is an indication of
improving in financial savings during the
pre-adopting period of WebAccounting,

46) With respect to the linking to economic
performance, there is an indication of
improving in financial savings during the
post-ndopting perlod of WebAccounting.

47) With respect to the linking to economic
performance, there is an indication of -
improving in [mancial savings after one
year from post-adoption of
WebAccounling.

48) With respect to the technical and
organisational infrastructure, there is an
indication of increased involvement in both-
Intranet & Internet technology & WWW
infrasiructure during the pre-adopting
period of WebAccounting,

49) With respect to the lechnical and
organisational infrastructure, there is an
indication of increased involvement in both -
Intranet & Inlemnet technology & WWW
infrastructure during the post-adopting
period of WebAccounting.

50} With respect to the technical and
organisational infrastructure, ihere s an

indication of increased involvementin both |
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Intranet & Internet technology & WWW
infrastrugture after one year from post-
adoption of WebAccounting.

51} With respect to the flexible knowledge
strueture, there is an indication of
* increasing levels of satisfaction during the
pre-adopting period of WebAccounting,

52) With respect to the flexible knowledge
strueture, there is an indjcation of
increasing levels of satisfaction during the
post-adopting period of WebAccounting.

53) With respect to the flexible knowledge
structure, there is an indication of -
increasing levels of satisfaction after one
year from post-adoption of
WebAccounting,

54) With respect to the knowledge-friendly
ctilture, there is an indication of an
increasing positive attitude towards
knowledge, with an orpanisation leaming

increace, and an innovation incresse from -

staff during the pre-adopting period of
WelsAccounting,

55) With iaspect to the knowlcdgc friendly -
culture, there is an indication of an’
increasing positive attitude towards
knowledge, with an organisation leaming
increase, and an innovation increase from
slalT during the post- ndnpting pcriod of
WebAccounting.

56) With respect to opinions expressed and the
language used, there is an indication of -
inereasingly positive attitude from stalT lo
the company mission statement afler one
year from post-adoption of
WebAccounting.

57) With respect to opiniens expressad and the
language used, there is an indication of
increasingly positive attitude from stafT to
the company mission statement during the
post-ndopting period of WebAccounting.

58) With respect to opinions and the language

used, there is an indication of an ™

increasingly positive attitude from staff to
the company mission statement during the
post-adoption period of WebAccounting,
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59) With respect to the change in motivational
proctices, there is an indication of staff
being motivated by incentives and the

system during the posi-ndopting period

of WebAccounting.

60) With respect to The change in motivational
practices, there is an indication of staff
being motivated by incentives and the
system during the post-adopting period
of WebAccounting.

61) Wilth respect to the change in motivational
practices, there is an indication of the staff
being metivated by incentives and system
afler one year from post-adoption of
WebAccounling

62) With respect to the senior management
support, there is an indication of the sta(f
being molivated by management supporl
during the post-adopting period of
WebAccounting. :

63) With respeet to the senior management
suppori, there is an indication of the stall
being motivated by management support
during the post-adopting period of
WebAccounting.

64) With respect 1o the senior management
supporl, there is an indication of the stall
being motivaled by management support
after one year from post-adepticn of

WebAccounling

5 6

5 6

5 6

5 6.

5 6

s ¢
.Thankyou
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APPENDIX 2:- CHAPTER FOUR

Organisation B: Evaluating the competitive advantage of
organisation B adopting WebAccounting Workshops

The responses presented fo the questions of this survey were analysed to claim the
qualitative values of employing the interpretive approach (Chapter Four) in
investigating the adeption of WebAccounting.

The informaltion set out here is a compilation of discnssions and debates
snrrounding the issues of Organisation B’s competitive advantage by its adaption
of WebAccounting. The comments were sourced from a structured workshop
setting designed 1o achieve specific oulcomes for this research, Other comments
were the thoughts of interested indjviduals and proups when the information was
relayed throughout the orgenisation. The experience or event may have alfected
the participants' altitude, interest, or understanding in cither a positive ora
negalive way.

Remember there are no right or wmng answers; as everyone's responses will
probably be difTerent.

Part A: Recollections, atﬁtﬁdes, and events
Extracts from Significant Events

Facilitator

"The greater the ability of an organisation in extending its WebAceounting
applications, the higher the value of the model’s applications, leading to higher
returns {refer to figure 4.5). Although the lower level applications deliver cost
sayings and efficiencigs, the upper level applications create increased
organisational advantages for resource use and efTiciency of operations, For
example, the publishing of quarterly & annual reports, the member’s dircctory, a
diary of events and activities ele, by electronic means using an electronic
publishing application, can provide high value savings in many areas such as
time, paper, printing and postage costs."
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Participant

"That may be so. WebAccounting may allow customers to purchase online our
produets, make coniritutions cnline and save on the expenses anising from such
activities as collection mxpenses, We also use [the Internet] to advertise. Moslly
though, it is just to promote our organisation and we now only do this through ocur
Web site and web portals (Yahoo, Ozemail etc). By using banner ads, receutly,
our market segment growth has increased significantly. We rely on
WebAccounting systems very heavily though, Throuph WebAceounting, we
established ourselves as a virlual business. People know that we are on-line and
the only way one can effectively tell these people is by advertising through the
Inlernet.”

Facilitator

“There is another purpose of aur action. My concern is to look at the means of
improving the interoperational support for e-commerce of orpanisation B, That is,
that the integration of security, encryption, indexing, messaging, scheduling and
database services be included in WebAccounting system, This has endbled
Organisation B 10 look beyond the electronic publishing application to the
business processes and opportunities at the lower end of the model,"

Particlpant

"You're exactly right. For the first time in Organisation B’s history we used The
WWW Internet media for a fondraising campaign, The campaign was alsa
designed to raise public awareness of Crganisation B’s concems with the Bast
Timor crisis and to build long-term support for our organisation through obtaining
new contributors. By using WebAccounting Systems, we implemented the
design and media placement, which we have been working with for some time,
The results from this campaign casily surpassed any recent fundraising campaign
underiaken by Organisation B, Overall we secured 845 new members and
received donations from 442 individual who had not given previously 1o
Organization B, A total of over $240,000 was raised from members through a
direcl Intermet mail appeal”

Facllitator

"In gengral, profitability from crganisational activity on the Web comes from
productivity savings, information management savings, and incremental or new
revenue streams (eg, The simplified collection of membership fees).
Productivity savings arise from & reduction in crder and processing costs, and
more cificient information resource management. Improvements in information
management make informalion easier to find and to share with colleagues. For
Organisation B, WebAccounting supported more efficient intellectual property
management, documenl managenent, the carrelation and indexing of
information, and dynamic publishing on The World Wide Wehb, The database
management system in WebAccouniing allows for profiling of customers, which
facilitates target marketing and specialised cuslomer service, Such customer
profiling allows for customer integraticn and participation, which leads to farther
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productivity gains for Organisation B. For example, in the area of information
sharing it involved content/document management, correlating and indexing
information from activist groups, volunteers speaker groups, stafT interactions,
information gathered from members and the community as a whole,"

Partictpant

" I think you are direeting us to look into the WebAccotnting's abilities in
enabling intellectual property management, document management, correlation
and indexing information and dynamic publishing en The World Wide Web?"
"Buring the peak of the crisis, a ctisis response network team was set up in
Darwin. The principle objective of the Darwin team was to gather information
about the crisis in East Timor and then sending this information 10 head office.
This information was then used to produce press releases, public docnments and
action materinls for Orpanisation B members. WebAccounting systems helped the
completicn of the design and media placement of these materials. Throughout the
year, Organisation B increased its labbying of the Australian govemnment with
delegations and submissions to ministers and povernment depariments, Qur
advocacy efforts continue to be successful. Qur new recruitment of members
achieved a modest growih. Without the WebAccounting system, Organisation
B's capacity 1o raise the level of callaboration among members in advocacy,
particularly in an increasingly complex world, would be seriously restricted.”

Facilitator

"Savings have been realised from improved efficiencies in the marketing, services
and public activities organised by Organisation B, WebAcccunting allows for
information dissemination to customers or members over The WWW, This
allows more marketing or public activities being orzanised by the
customers/members themselves, This lowers marketing costs through reduced
brochure printing and distribution. In addition, expenditure reductions related to
business and public finctions resulted from making information easily and widely

“available, Due to more efficient information access, customers/members of
Organisation B feel more involved and more satisfied with the organisation’s
level of service." : '

Participant

- “That may be true. One ol'the major public activities of Orpanisation B is Star
Day. The essential function of Star Day is to raise awareness of current
campaigns. As a member of Organisation B, we can play a vital role by acting to
supporl our campaign. Iwould like to sce more effort put into publicising Star
Day on The WWW. We rely on digital posters, media ads, and making contact
with people through the Internet. I am not overly worried about producing
publications that mest all of the member needs. Such task can easily be taken
care of through WebAccounting systems."
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Facilitator

"Incremenial or new revenue streams ere available for organisations participating
ity digital commerce, through, for example, online sales, advertising revenues, or
information brokering In this case Organisation B. Incremental revenue has been
achieved by using the Web to expand into new channels of collzhoration with
external parlies and supplying new markel segments through elecirenic
commerce." . - E

Participont

" Yau're exactly right. But we need ta look into how WebAccounting may
expand into new channels of collaboration with external parties and supplying
new market segments through e-commerse.”

“My wife Kelly, and I have successfully created and mainiained a vas retail card-
selling network through the Internet. In the early 90s, we used 1o fravel far north
from Gympie in Queensland to South Woomera in South Australia. We regularly
visited retail outlets and made friends for Organisation B along the way. We
worked on all levels of the card-selling business, from the commissioning of the
original work of Austmlian arlists, to printing, packaging, and distribution. With
the implementation af WebAccounting systems in the beginning of 2001, we
have expanded our market segments. Through the Internet, we have successfully
increased our sales into thousands of dollars, The result of these labours to date
has been thousands of cards sold, and over $200,000 raised for Organisation B,
and the employment of a permanent card coordinator in the Victoria Branch.”

Facilitator
“In fact, I am sure that your stories about your memorable experiences within
organjsation B regarding the successful implementation of WebAccounting in

making virtual ils supply chain and other competitive advantages would be highly
meaningful for my research."
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Appendix 2 (cont’d): Chapter Four

PART B: Extracts from Pilot Survey 2.

Please supply the following information about your role and the extent to which
you see your knowledge workers adopting in an e-commerce envirotiment. A -

blank response is valid.

through the use of more
advantageous and effoctive
pricing and promotional

stralegies

WebAccounting's Business Process Information | Infoermatien
technologies that trigeered | Transactions | Autemation | Sharing Access
compelitive advantages of .
and increased revenue for

 Organisation B
By improving management, | Yes/ Yes/ Yesf Yes/
planning, forecasting and Strongly Slighily Strongly Sirongly
replenishment from reduced | Agres Agres Apree | Agree
stock outs, lower cost
through reduced inventory
and reduced retums
By increasing the revenue | Yes/ Yes/ Yes/ Yes!
base through faster product | Slightly Slightly Strongly Slightly
miroductions and decreasing | Agres Agree Agree Agree
marketing costs and :
increasing revenue from
higher quality goods for
sale; :
By improving design, Yes/ Yes/ Yes/ Yes/
product management, Strongly Slightly Strongly Strongly
through faster time to Apree Agree Agree Agree
market and lower
distribwlion cost;
By improving the Yes/ Yes/ Yes/ Yes/
management of the Strongly Slightly Strongly Slightly
merchandising/category Agree Apgree Agree Agree
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Appendix 2 {cont’d): Chapter Four

PART C: Significant Events
Were there any aclivities or incidents that you parlicularly remember?

1f'so, I'm interested to know what impact they had on your thinking. When
answering the following questions please explain as much as you cen about the
incident and its efTect using the space on the other side of this. .

Did any signiﬁcaﬁt event change your:

z) Attitude 1o the implementing, utilising of WebLegacy? If ves, please
explain.

b) Interest in the integrating marketing functions with the Internet of
WebAccounting? If yes, plense explain.

<) Understanding in the neture of markets and distribution channcls through
WebAccounting? If yes, please explain.,

d) Understanding of the organisational structure and process? If yes, please
explain,

o] Attitude and understanding of the internal and external power influences
and the implementation of WebAccounting with the organisation’s
suppliers, members, and customers?  If yes, please explain,

PART B: Extracts from Significant Events

This case sludy explores the relationship between the analysis framework of the
integrated value chain adepted from Porter {1986) and the architeciural
framewark proposed by Papazoglou {2000},

T am interesled in your personal stories about any memorable experience that
cxamines the factors that drove the integraled value chains and the
interoperability of WebAccounting systems in the context of Knowledge
Management. :

To help remind you T've listed below some topics used to answer my research
questions. Iam paricularly interested in any significant events, large or small,
that you can remember about the adaption of WebAccounting. The experience or
event may have affected your attitude, interest, or understanding in either a
positive or a negative way. When you describe any memorable event please also
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say wheiher the experence helped or hindered your work in the adoption of

WebAccounling,

1. To what exlent does
WebAccounting aliow customers 1o
purchase products, make coniributions
on-line, and how does inteprating the
cuslomer service application with the
purchase process save money?

[Method . - )
Semi-structured interv
co-ordinalor,
Observation during activity time,
Fieldnotes.

iew with the regional

2. Whal is your opinion of
WebAccounting as & means of
improving interoperational support for
e-commerce, and its evolution from
the current simple page-serving
environment lo rich applicalion
platforms providing server-side
application runtime engines?

Semi-structured interview with
administration officer No 1,
Observation during activity time,
Fietdnotes.

3, What is your opinion of
WebAccounting’s abilities in enabling
intellecival properly management,
document. management, comelation,
and indexing information and
dynamic publishing on The World
Wide Web?

Semi-structured inlerview with field officer
Nal,

Chservalion during activity time,
F_ic]dnotes.

4. What is your opinion of
WebAccounling’s ahilities in allowing
information dissemination to
customers or members over The
WWW, which results in more -
marketing or public activitics being

-arganised by the customersfmembers,
themselves?

Semi-structured interview with
administration officer No 2,
Observation during activity time,
Fieldnotes, )

5. What is your opinion of using
WebAccounling to expand into new
channels of collaboration with
external pariies and supplying new
market segments through eleclronic
commerce?

Semi-siructured interview with field officer
No2,

Observation during activity time,
Fieldnotes,

Thankyou
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APPENDIX 3: CHAPTER SIX

Organisation A and C: Evaluating the Business Plan through the
Criteria of Action Research Approach.

Workshops: Investigating the adoption of WebAccounting

The responses presented by this compilation were analysed 1o claim the
qualitative vilues of employing henrstically critical reltective practitioner

approach (Chapter §ix) in investigaling the adoption of WebAccounting.
Part A

Recollections, Attitudes, and events

The list Below sets oul the order in which a heuristically crtical reflective
practitioner approach were achieved (hrough realipnments to angment my
cthnographic experience of being professionally involved in the development of
knowledge sharing through WebAccouming in organisation A and C,

The information sct out here is a compilation of discussions and debates

~ surroending the issues of knowledge sharing through WebAccounting in
organisation A and C,
The comments were from struclured workshop seltings designed 10 achieve
specific oulcomes for this research,

The analysis was based on systemalic content coding (Morgan, 1998) and largely
utitised a participant approach, which relies on interviewee quolations to illustrate
themes and support key findings (Geissler and Zinkhan, 1998). The ensuing
headings are the essential identilied themes and, where appropriate, [ provide a
supporting crileria list of action research,

{ st out the full list of crileria of action research {Inttoduction and Conelusion
chapiers of the flandbook of detion Research: Participalive Inguiry and Practice
by Peler Reason and Hilary Bradbury, Sage Publications)

Al be both aimed at and grounded in the world of practice
A2: beexplicitly amd actively participative: rescarch with, for and by people
rather than on people
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A3 draw on a wide mnge of ways of knowing—including intuitive,
cxperiential, and presenlational as well as conceptual—and link these
appropriniely to form theory.

Ad:  address questions that are of signilicance 10 the flourishing of human
community and the more than human world;

Ad:  aim 10 leave some lasting capacity amengst those involved,
encompassing first, second and third person perspectives.

AS:  critically communieate the inquiry process instead of just presenting its
resulls and some refleclions on it

ACTION RESEARCH REVIEY FORM

{Introduction and Conclusion chapters of the Handbook of Action Research:
Participalive [nquiry and Practice by Peter Reason and Hilary Bradbury. Sage
Publications)

Please rate e manuscript on the following crileria {1=low, 5=high):

Low RHirh

ART1: The extent 10 which the researcher explicitly addresses the quatilies they
believe relevant 1o their work and the choices they have made in their work. 12345
AR2: The extent 1o which the quality criteria choices manilest in the finding
link with and conlribute ta the literature in the field the researcher are 12345
qualified to review
AR3: The exient Lo which the finding speaks with clarity to a true

. N . : 12345

intendiseiplinary zudience.
ARd4: The extent to which the manuscripl exhibits overall (academic) quality. |1 2 3 4 5
ARS: The extent to which the insights in the manuseript are significant in

content and process. By significant we mean having meaning and 1 22345

relevance beyond their immediate conlext in support of the Neurishing of

persons, communitics, and the mere than human world.
ARG6: The cxlent to which the manuseript helps define Action Researchinn

way that the rescarcher wanls, 12345
ART: The extent (o which the manuscript has an aceeplable “contribution (o

lengih* value or ratio. 12345
ARS: The exieni to which the research pracess is arficulated and clarified 12345
AR9: The relevance and significance of the paper for the world of praciice 12345
ARID: The exteni o which the work has appropriate relevance for secondand |1 2 3 4 5

third person perspectives
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To help remind the reader 1've listed below the following section describes and
analyses all the research interviews conducted with QrganisationA and
OrganisationC.,

1 use the following code to diMerentiale between the difMerent sections within the
organisations. (See Table 6.1)

Finance stafT OrpgCFinance

CrgAFinance
Salcs staff OrgASales OrgC8ales
Adminisiration stafT | OrgAAdmin OrpCAdmin
IT stalT OrgAlT OrgCIT
Workshop stalT CrgAWkshop

Tubie 8.1. A table showing the coding matrix of panicipants for

the vesearch inlerviews,

Q1:Facllitator

* The role of WebAccounting's knowledge repositories in supporting knowledpe
sharing through the process of explicaling tacil knowledge in the mechanical area.
The proposition thal “knowletge equals power™ in the context of the political
infrastructure of your organisalion."

Partictpant : (OrgAWhkshop, May 2002, filel, p1)

Rale the manuscripl on the Aclion Research crileria list

Source Bouncing Actlon Rellexive Cases!
Theory Research Criterla verisimllitude Phllosophyf
lisi {appearance of Approach
truth}
OrgAWhkshop, May | 1.MeClane omd Al AZ, AJ, Ad, A5 1 |, Habermas® conteat | The philesaphy of
2002, filel, pl Mente (1991}, {Stromgly Agrec) af lifeworlds 1.Zimmerman {1999)
AR AR4, ARG, 2. People lifeworlds | 2. Konter (2000},
2. Firsimmons ARE, ARS, ARLD £OOCEME 15
{2000) (Siromply Agree Tanogemenl is5UTs.
High 5
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Q2: Facilitator

" WebAccounting's knowledge repositories address the issues of direct and
emergent exchange of knowledge through the progess of interactive Forums.

Participant ; {OrgAFinance, May 2002, filel, p1)

Rate the manuseripl on the Action Research criteria list

Source

2003, filel, pl)

Bouncing Action Reflexive Cases!
Theory Research Crlierla verisimilinude Philosophy!
it (apf of Approach
ruth)

OrgAFinance, May Meyer and Zack's AL, AZ, A3, Ad, A5 | 1. Habermos' Intracing the
{1996} work on the (Serangly Ayree) icalive Javelor of
knowledpe AR, AR2, ARG, action, Particulariy knowledpe
management ARTARE ARY, Ihe catoposisalion of | exchanges within a
architeziure AR10 (Swrongly inslrumcntal construetivlst-
framework. Agree High 5} rationalily. oricaled

envirpnment.

Q3: Facilitator

" WebAcconnting's knowledge repositories support the process of knowledge
creation by tapping tacit knowledge,"

Participant : {OrgCIT, May 2002, [ilel, pl }

Rate the manuseript on the Action Rescarch crileria list

Source Boeuncing Artlan Reflexive Cases/
Theory Research Crileria verlsimilltude Philosophy/
list (appearance of Approach
truth)
CrgCIT, May 2002, | Zack (15%6) and Al A2, AY, A4, A5 | Habermps' The way a person is
filel, pl Zwass (1998) {Strongly Apree) communicative forcing another
coacepl of AR, AR4, ARG, action, parliculacly persen by means of
knowledge iansier | ARS, ARD, ARID the calegorisstion of | the tpping of hisher
(Sirongly Agree sirateglc raifonallty. | tacil knowledge by
liigh 5} manipulatian,
coercion, and
propagands.

Q4: Facilitator

"WebAccounting’s knowledge repositories enable refining, archiving and

recerding of explicit knowledge for facilitating the distribution of research to

intended readers.”
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Partlcipant : (OrgCSales, May 2002, filel,p. 1)

Rate the manuscript on the Action Research criteria list

Source Beuncing Aclion Relexlve Crses/
Theory kesearch Criteria verisimilitude Phllosophy!
st (appearance of Approach
truih}
OrpCsnles, May Asdne, Krogh and A2 AL AGLAS Habormas' the invalvement of
W02, flel, p 1 Raos's, {1556) (Strangly dgree) feati temographic trends
concept of AR2, ARY, ARA, aclion, particulacly and soci i
copperative ART,ARE ARS, the calegerisition of | Tarccasts around us.
rategics ARIO (Strangly socin] knowledpe
Agree High 5) interest
Q5: Facilitator

" WebAccounting's role in addressing the issues of supporling, refining and
archiving the records of knowledge exchenge.”

Pardcipant : (OrgCAdmin, May 2002, filel, p1 )

Rate the manuseript on the Action Research criteria list

Source Bouncing Actlon Reflexive Crsesf
Theary Research Criterin | verlsimifitude Philosaphy!
list {appearance of Approach
iruth)
OrgCAdmin, Moy Quin, Anderson, and | Al, A2, A3, A4, A5 | Denzinond Lincoln | Lrecognises the
2002, filel, pl Finkelstein's (1996) | {Strmgly Agree) (1994} the truthfulness,
concept of four ARI, AR4, ARS, i diacy and pl
distinetions between | ART,ARS AR9, individual nature of incerity, and
the lypes of AR1D (Strongly praple's contextuzlity of the
knowledpe, There Agree High 5) i pes spoken by
are the “know-what, the recipient ta
knaw-how, know- warrant the

why and care-why

emancipation of
unwanted beliefs,
assumptions, ond
eonsiraints.
2explar: the social
activity sumounding
him or her.

Qg: Facilitator

"The limitations faced by WebAccounting’s knowledge repasiteries particolarty
in regard to the speed of disseminating research in a rapidly changing stock

markels environment 1o intended readers (through 1he process of presenting both
the tacit and explicit Knowledge."

Participant ; (OrgCFinance, May 2002, flle1, p2 )

Rate the manuseript on the Action Research criteria list
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Source Bouncing Artlon Reflexive Cases’
Theory Research Crllerla | verlsimifitude Phllosophy/
. 1Est (appearance of Appreach
iruth}y
CrgCFinance, Moy | Meyerand Zack Al A2, A3, A4, A5 | Hat hnical | The three dI
2002, fitel, p2 (1995) coneepl of {Strongly Agree) knowledge interest {objective, social and
wechnology ARI, AR, AR3, (refer ta Chapter subjective) of the
infrastruciore rele in | ARS, ARS,ARE five), whore it is werldviews oitained
knowledge ARZ, ARID | geared towards through Habermas®
Managemment. (Strongly Agres High | building effecti philosophical
D] inft ion syst ! ling of’
applicaibons to lifeworlds.
.| support
organisational
PrOCOSSCS.
Q'1: Facilitator

"WebAccounting on-line format in regard to enabling sialT to integrate explicated
tacit knowledge across research reporis for meta-analysis, investigations, and
crealing new knowledge through continnous updating of the en-liny prcscmanon
of information for knowledge workers." :

Participant : (OrgAFInance, May 2002, le2, p2 )

Rate the manuscript en the Action Research crilera list

Saurce

Bouncing
Theary -~

Actlon
Ressarch Crilerla
list

Reflexlve
verisimllitude
{appexrance of
iruth)

Caser/
Philosaphy/
Approach

OrgAFinance, May
2002, Mile2, p2

Senge's Filth
Discipline {Senge,
1950}

Al,AZ, A3, Ad A5
(Strongly Agree)
AR, ARZ,ARY,
ARS, ARTARS
AR, AR1D
(Strongly Agree High
L]

Hobermas' coneept
oflife

1. His perspective on
Justifying the
classification of
knowledge inle
“know-why,”
“know-how™,
“knowswho" nnd
“know-when”,

2. His lifewarld
cansists af the
interpretation af his
daily actions in the
Qrgonisotion. 11 alsa
signols his ways of
caping as areflexive
praclitioner.

Q8: Facilitator

"WebAccounting's on-Ime interactive Forums, regardmg their ability to suppnn
collaborative discussion and interaction among staff "

Participant : (OrgAAdmin, May 2002, fileZ, p2 )

Rate the manuscript on the Action Research criteria list
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Source Baunging Actlon Reflexlve Cuseyd
Theory Research Criterla verisimiltude Philosaphy/
list (appearance of Approach
truth)
OrgAddmin, May Arpyris {1576) Al, A2, A3, A4, A5 | Habermas' Critical provides n breadih
2002, file2, p2 concept of {Strongly Agree) Sorial Theary, which | and depth of rich
organlsatianal ART, ARZ,ARD, Hirschheim et ol conversations that
MEMOrY. ARS, ART,ARS (1992) argue that may help reeder lo
: ARD, ARI1O i luate the
(Serongly Agree High | rescarch in verisimililude and
3) organisations focuses | authenticity olhis
on kuman wellbeing | interpretation
nnd emancipation in
information systems
development and
USE.
Q9: Facilitator

"WebAcoounting's interactive Forum's ability to act as a significant medium for
knowledge exchange, providing 2 means for all relevant sta(T to contribute their
explained tacit knowledge through collaborative discussion.”

Participant ; (OrgASales, May 2002, file2, p2)

Rate the manuscript on the Action Research criteria list

Source Bouncing Action Reflexive Cases/
Theory Research Crlieria verlsimititude Philasophy!
list {appearence of Approzch
truth)
OrgASnles, Moy Huber {1991} and Al A2, A3, A%, A5 | Hahermas' Critical In order lo realise the
2002, file2, p2 Lyles und Schwenk | {Strongly Agree) Sociol Theary intticacies and
(1952] concept of ARL ARLARY, phenomenn, complexilics of
prior experience in ARS, ART,ARR interpreding each
the Hterture of ARS, ARIO participoni’s
coaperative stralegy | {Stvongly Agree High perceplions of
5 information systems

developmenl, the
partic/pants need to
consider both the
sujects of the
inquiry and the
organjsatianal
context within which

they ore sivated.

Q10: Facilitator

* To overcome challenging problems by the use of WebAccounting on-line

presentations, due to its enabling easy access to the organisations shared

knowledge "
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Participant : (OrgCFinance, May 2002, file2, p2)

Rate the manuscript on the Action Research criteria list

Saurce

2002, file2, p

Bouncing Actlon Relexlve Casesf

Theary Research Criterin verlsimilitude Phllosophy!
_ Iist {apprarance of . Approach
- truit)

QrgCFinance, May Habermas® Al A, A3, Ad, AS | Hobermas® The understanding
Communicative (Rtrongly Agree) Communicalive and recognition af
octlon. AR2, ARJAR4, action, the social conflict

ARS, AR7,ARE nherent inour
ARD, ARID society and is
(Strongly Agrea High Justifiable by an
g3 Individual's sell-

reflecilon process in
dealing with human
emaneipation,

Q11: Faeilitater

"The extent does the WebAccounting’s on-line presentation enables the process
of supporling, refining ond archiving Lhe records of knowledge exchange. "

Participant : (OrgCSales, May 2002, file2, p2)

Rate the manusgript on the Action Research criterin list

Source Bounclup Actlan Reflexive Cases/
: ‘Theory Research CHierla veriumiliude Philosophy/
st (appearance of Approach
truthy
OraCsales, May Hamel's {1991) Al, A2, AY, A4, AS | Hobermas® Translates his
2002, file?, p2 congept of (Sirongly Agree) Communicative pracHeal rensoning
intzmalisation ARL, AR3ARS, action inlo practical

ARG, ART.ARB Imowledge thet is
ARD, ARID potentinlly useful ta
(Strangly Agree High promote
5 ver{simitilude and

authenticity qualities

Q12: Facilitator

"The extent does WebAccounting exhibit a sequential flow of explicit knowledge
into and out of an clectronic repository, enabling staff 1o interact on-line wilh
repositories rather than directly with ench other *

Participant : (OrgCIT, May 2002, file2, p2}

Rate the manuscript on the Action Rescarch criteria list
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Source Bauneing Actiog Reflexive Cases/

Theory Research Criterla verisimllitude Philosaphy!
1lst {appearzoze of Appraach
truth)

OegCIT, Moy 2002, | Andne, Krogh and Ad, A2, A, Ad, A5 | Habormas' A critical

file2, p2 Raonos's (1996} (Strongly Agree) G icati prclive view
coneept of ARL, AR2,ARS, aetlon about his lived
caoperalive ARG, ART,ARB experitnees in
strategies for ARD, ARID crenling arich
undersianding and (Strongly Agree Hiigh contexiuat and
mannging knowledge | ) persenat description

of WebaAccounting
as & means af
supporting the
impottance ol
knowledge sharing
and away from
individua or
finuncial motives

Q13: Facilltator

"To what extent can organisational changes resulling from the conversion of lacit
knowledge to explicit knowledge by means of WebAccounting be effected
through interaction that promotes opentiess and allows for serendipity.”

Participant : (OrgAWkshop, May 2002, file3, p. 3)

Rate the manuscript on the Action Research criteria list

Source Baunszing Actinn Reflexive Cases!
Theary Rescarch Crilerin verisimilitude Philosophy!
List {Appearance of Approach
truih}
OrgAWkshop, Moy | Habermas' Critical Al A2, A3, A4, A5 | Reflecling his Serendipilous actions
2002, filed, p. 3 Socle! Theory (Strongly Agree) thouphis about his form an integrad pant
AR1, ARZARY, lived experience in ol the leaming
AR5, ARTARS denling with aclion.
ARD, ARID serendipity situalions
(Swongly Agree High
E]]

Q14; Facilitator

" To what extent can crganisational changes resulting frem WebAccounting
knowledge management process can be influenced by the underlying
organisational culture "

Particlpant ; (OrgAlT, May 2002, file3, p3)

Rate the manuscript on the Action Research criteria list

Source Bouncing Action Rellexive Cases/
‘Theory Research Criterla verisimilitude Phllesephy/
. Ilst {appearance of Approach
ruth)
OrgAIT, May 2002, | Habermas® Al, A2, A3, A4, A5 | Reflecting the 1 highdevel

file3, p3

Communicalion

understanding of

(Strongly Agree)

368

monngement is net



action

ARI1, ARJ AR,
ARS, ART, ARE,
ARI10D (Strongly

Agree High 5)

teflexive thinking
about
WebAccounting's
knowledge
monogemenl process,
which affeet radical
changes in
arganisoilonal
culiure through
building upon
common
organisational
elemenis

contmbuting
sulMiciently and thus
laying the seeds for
future failure,
antagonism, and
frustration

2. ability to
understand the
underlying of
Organisation culture
learning and epply
them n o diferent
way {ndicates deeper
understanding in
pusuing the role of
e action-ressarcher

Q14: Facllitator

* To what extend does the organisational changes, resulting from WebAccounting
knowledge management processes, can be fostered by the unselfish sharing of
knowledge, willingness to reconcile diflerences, and recogmncn that working
together reduces uncerlainty."

Participant : (OrgAAdmiz, May 2002, fileZ, p2 )

Rate the manuscript on the Action Research criteria list

Source Bounzlng Action Rellexive Crres/
Theary -Research Criterla verisimilitude Phitosophyf
list (sppearance of Approach
. - truth)
Oreghddmin, Moy Habermas® Al, A2, A, A4 AS plores his reflexive | Active g f
2002, hle2, p2 Communicetion (Strongly Agree) thinking by in o range of
Betlon AR1, AR} ARA, explaining, collaborative
ARS, ARVARBE | guesioning and investigntion into the
ARD, ARLD checking his ideas concept of unselfish
(Strongly Agree High | about orgenisational | sharing of
F)) changes, resulting knowledes,
from willingness to
Weba ing ile dilferences
knowledge and the recegnltian
TRINAEEMENG that workIng legether
processes. teduces hecrtuinty.
QI5: Facilltator

" To what extend docs the espect of valuing collsctive leaming can stimulate
organisational chanpes as a result from WebAccounting’s knowledge
management processes, ™

Participant : (OrgCSales, May 2002; filed, p. 3)
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Rate the manuseript on the Action Research criteria list

Source Bouncing Actlon Refexive Cusey
- Theary Research Criierla verisimllitude Fhitosophys
list (appearance of Approsch
truck)
QOrgCSales, May Habermas* Al A2, AY, A4, AS | Interprets the aspect | Throwghout his
2002, filed, p.3 - Communication {Sirongly Agree) of valulng collective | interprelative process
: a¢tion AR], AR3ARS, leaming in he hos actively
ARG, ART,ARE stimulating needsd suppress his voice
AR, ARID orgenisalignol and experience
(Strangly Agree Iligh | changes. Asn within the vigneltes
k)] reflexive and he has submitied, 10
reforming seles Judge the merits and
person, he generates | demerits ol a
his prectical refleetive and
knowledge in a collective leaming
heuristic manner, strategy used to
determine haow it
mighi best be
employed to
facilitate rewsnd
systems in the fulure
Q14: Facilitator

" To what extent does WebAccounting suppert the firm’s community processes
and norms that aflect the underlying erganisational changes."

Participant ; (OrgAIT, May 2002, fitel, p. 1 }

Rate ihe mantscript on the Action Resgarch criteria list

Souree Bouncing - Actlon Reflexlve Casex/
Theory Research Criterle | verisimillude Philosephy!
list (eppearance of Appraach
truth
OrgAlT, May 2002, | Aadne ot nl {1996), Al, A2, A, A4, A5 | Haberas His practical
filel,p. 1 canceming inter- (Strangly Agree) Lo icati ing for
orgmnisational ARZ, AR4,ARS, action where he fees | wonting to ulilize the
knowledge, where ARG, ART,ARB to ec) Tedge the hange of busi
they emphasise that | AR, ARID fdealistic focus on infi ion through
the flaw of such (Strongly Agree High | the finn's an Inlemel netwark
knowledge supports | ) communily pracesses | has led him Io refleet
mutual and and the nerms that on the efMicacy of
beneficin] inter affect the underlying | supperting
arpanisalionol gains. isalienal knowledge sharing,
changes ard providing
mativaiion for the
community ta
establish its own
govemonce.

Thankyou
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APPENDIX 4: COMMENTS FROM BERTRAND RUSSELL
ON WITTGENSTEIN'S TRACTATUS;

The article below In its entirety was down loaded from

htip:iwww k fs.orgi~jonathan/witttiph.iiml [Feb, 20, 2003]

‘The arlicle below presents the comments from Bertrand Bussel! in relation to Wiligenstein's 100 line
doctorial thesis (1922). The arlicle may serve my justification in which I consider Ihat [ have writtcn
caough to become 2 Doctor of a Philosophy in my chapter 1,

The readers may draw some parallels between Wittgenstein's theery of Symbollsm and Wong & William's
Theoery of Elhical Aclion, based on deconstructive critique through an inquiry of logically perfect language.

Wittgenstein's Tractatus:
Logico- Philosophicus: The-importance of 2 clearly arranged
representation
Tractatus was Wittgenstein's PhD dissertation (1922)

Introduction
Dy Bertrand Russell

Mr Witigenstein's Traciatus Logice-Philosephicus, whether or not it prove lo give the
ultimate truth on the matters with which it denls, certainly deserves, by its breadih and
scope and profundity, to be considered an important event in the philosophical world,
Staring from the principles of Symbolism and the reletions which are necessary between
words and things in any langusge, it applies the result of this inquiry te varfous
depurtments of traditional philosophy, showing in each case how traditional philosophy
and traditional solutions arise out of ignorance of the prinsiples of Symbolism and oot of
misuse of language, )

The logical structure of propasilions and the nature of logical inference are Grst dealt
with, Thence we pess successively lo Theery of Knowiedge, Principles of Physies,
Ethics, and finally to the Mystical {das Mystische).

In ender te understand Mr Wittgenstein's boak, it is necessary to realize what is the
problem with which he is concemed. Jn the parl of his theory which deal: with
Symbelism he is concemned wilh the conditions which would have to be fulfilled by a
logieally perfect language. There are various problems as regarde lenguage. First, there is
the problem what actually occurs in our minds when we use language with the intention
of meaning something by it; this problem belongs to psychology. Secondly, there is (he
problem as to what is the relation subsisting between thoughts, words, or sentences, and
that which they refer Lo or mean; this problem belongs 10 epistemolagy, Thirdly, there is
the problem of using sentences so a5 to convey (ruth rather that falsehood; this belonps to
the special sciences dealing with the subject-matter of the sentemces in question.
Fourthly, there is the question: what relation must one fact (such s a sentence) have to
another in order 1o be capable of being 2 symbol for that other? This last is 2 logical
question, and is the one with which Mr Witigenstein is concemed. He is concerned with
the conditions for aecirate Symbolism, i.e. for Symbolism in which & sentence 'means’
something quite definite, In practice, languape is abways more or less vague, so that what
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we nssert is never quite precise. Thus, logic has two problems to deal with in regard to
Symbolism: (1) the conditions for sense rather than nonsense in combinations of words;
{2) the conditions for uniqueness of meaning or reference in symbols or combinations of
symbols. A logically perfect language has rules of syntex which prevent nonsense, end
has single symbols which always have a definite and unique meaning, Mr Witigenstein is
concemed with the conditions for a logically perfect language — not that any Janpunge is
logically perfect, or that we believe ourselves capable, here and now, of constructing a
logically perfect language, but that the whole function of language is to have meaning,
and it only filfills this function in proportion as it appronches to the ideal 1anpuage which
we postulate, :

The essentinl business of language is to assent or deny facls, Given the syntax of
language, the meaning of & sentence is determined a3 soon as the meaning of the
compenent words is known. In order that a certain sentence should assert o cerain fact
there must, howuver the language mey be consiructed, be something in common belween
the structure of the sentence and the structore of the fact, This is perhaps the most
fundammental thesis of Mr Witigenstein's theory. Thal which has to be in common
between the sentence and the fact cannot, he contends, be ilself in tum said in language.
It can, in his phraseclepy, enly be showw, not sajd, for whatever we may say will still
need to have the same structure,

‘The first requisite of an ideal Janguage would be that there should be one name for every
simple, and never the same name for two different simples. A name is 2 simple symbo] in
the sense that it has no parts which are themselves symbols, In a logically perfect
lanpuage nothing that is not simple will have & simple symbol. The syrobel for the whole
will be a “complex”, conlaining the symbols for the parts. In speaking of 2 “complex”
we are, o5 will appear later, sinning against the rules of philosephical grammar, but this is
unavoidable at the outset, **Mast propositions and questions that have been wrilien about
philosophical moters are not false but senscless. We cannat, therefore, answer questions
of this kind at all, but only state their seneelessness. Mast questions and propositions of
the philosopohers result from the fact that we do not understand the logic of our
language. They are of (he same kind es the question whether the Good is more or less
identical than the Beautiful" {4,003). What is complex in the world is a fact. Facls which
are not compounded of other facts are what Mr Wiltpenstein calls Sechverhiglte, whereas
a foct which may consist of two or more facts is a Tatsache: thus, for example “Socrates
is wise" is 2 Sgclnverhali, us well as & Tatsache, whereas “*Socrates is wise and Plato s
his pupil" is a Tassache but not o Sachverhall.

He compares linguislic expression to projection in geometry. A geometrical figure way
be prajected in many ways: each of Lhese ways corresponds to a different language, but
the projective properties of the original figure remain unchanged whichever of these
ways may be adopted. These projective properties correspond to that which in his theory
Ihe proposition and [he fact must have in common, if the propesition is to assert the fact.
In certain elemenlary ways this is, of course, obvicus. It is impossible, for example, to
make a stalement about two men (ssuming for the moment that the men may be treated
a5 simples), without employing two names, and if you are going to assert & relation
between the two men it will be necessary that the sentence in which you make the
asseriion shall establish » relation beiween the two names, If we say ‘Plato loves
Socrates”, the word "“loves" which ccours between the word “'Plato” and the word
*'Socrales” eslablishes r ¢ertain relation between these two words, and it is owing to this
fact that our septence is able to asserl a relation between the persons named by the words -
“'Plate” and *'Socrales”. **We musl not say, the complex sign ‘aR# says that *a stands in
a certain relation R to 5 but we must sey, thet "a’ stands in & certain relation to *b' says
that aRb' (3.1432), )

Mr Wittgensiein beging his theory of Symbolism with the siatement (2.1): ““We make to
ourselves picturcs of focts.” A picture, he says, is o model of the reality, and to the
objects in Lhe reality correspond Ihe clements of the picture: the piclure itself is a fact,

372



The fact that things have a cenlain relation W each other s tepresented by the fact that in
the pichure its elements have a certain relation to one another. “'In the picture and the
pictured there must be something identical in order that the one can be n picture of the
. other at all. What the picture must have in cornmon with reality in order to be able to
represent it afier its manner - rightly or falzely —~ is its form of representation” (2.161,
We speak of & Jogical picture of a reality when we wish te imply only se much
resemblance as is essential lo its being 2 picture in any scnse, that is to say, when we
wish to imply no more than identity of logical form. The logical picture of a fact, he says,
is & Gadanke, A pichure can cormespand or not correspond with the fact ond be
accordingly true or false, bot in both cases it shares the logical form with the fact, The
sense in which he speaks of pictures is illustrated by his statement: **The gramophone
record, the musical thought, the score, the waves of sound, all stand to one another in that
pictorial internal relation which holds between language and (he world. To oll of them the
logical structure is common, (Like the two youths, their two horses and their lilies in the
story. They are all in 2 cerain sense ane)' {4.014), The possibility of & propesition
representing & fact rests upon the fact that in it objects arc represented by signs, but are
themselves present in the proposilicn as in the fact, The propogition and the fact most
exhibit the same logical " manifold,” and this cannat be itself represented singe it has to
be in common between the fact and the piclue, Mr Witigenstein mainlains that
cverything properly philosophical belongs to whet can only be shown, or to what is in
common between a fact and its logical picture. Il resulls (rom (his view that nothing
commect can be s2id in philosophy. Every philosophical proposition is bad grammar, and
the best that we can hope o achieve by philesophical discussion is te lead people to see
that philosophical discussion is a mistake, “'Philosophy is not one of the natural sciences.
(The word “philosaphy’ must mean something which stands above or below, but not
beside the natural sciences)) The object of philesophy is the logical clarification of
thoughts, Philosophy is not & theory but an activity, A philosophical work consists
essentially of elucidations. The result of philosophy is not a number of 'philesophical
prapositions,’ but lo make proposilicns clear, Philosophy should meke clear and delimit
sharply the thoughts which otherwise are, as it were, opaque and blurred” {4.111 and .
4.112). In accordance with this pringiple the things that have te be said in leading the
reader to understand Mr Wiligenstein's theory are all of them things which that heory
itself condemns as meaningless. With this proviso we will endeavour to convey the
picture of the wotld which seemas ko underlie his system. - )

The world consists of facls: facts cannot strictly speaking be defined, but we can explain
what we mean by saying (hat facls are whet makes propositions true, or false, Facls may
conlain parta which are facts or may contain no such parls; for example: *'Socrates was a
wise Alhenian," consists of the two facts, *'Socmtes was wise," and ''Socrates was an
Alhenian” A fact which has ne paris that are facts is called by Mr Wittgenstein a
Sachverkalt, This is the same thing that he calis an atemic fact. An atemic fact, although
it contgins no pars that are facts, nevertheless does conlain pans. If we may regard
“Socrates is wise" ns on alomic fact we percefve that it conlains the conslituents
“Socrates” and “wise." If en atamic Fact {s analyzed as fully as poszibly (theeretical, not-
practical possibility is meant) the constituents (inally reached may be called “simples” or
“ohjects,” It is a logical necessity demended by theory, like an electron. His ground for
maintaining that there must be simples is hat every complex presupposes a fact, It is not
necesaarily assumed that the complexity of facls is finite; even if every facl consisied of
an infinite number of alomic facls and if every atomic fact consisted of an infinile
number of objeets there would still be objects and atomic facts (4.2211). The asserlion
that there is a cerlain complex reduces to Lhe assertion that its constituents are related in a
certain way, which is the essertion of a facr: thus if we give 8 name to the complex the
name only has meaning in virtie of the uth of a certzin proposition, namely the
proposition asserting the relatedness of the constituents of the complex. Thus the naming
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of complexes presupposes propositions, while propasitions presupposes the maming of
simples, In this way the naming of simples is shown to be what is logically first in logic,
The werld is fully deseribed il all atomic facis pre known, together with the fact that
these are all of them, The warld is not deseribed by mearly naming all the objecis in it it
is necesaary afso te know the atomic facis of which these objects are constituents, Given
this 1otal of atamic fagts, every true proposition, however complex, can theoretically be
inferred, A proposition (true or false) asserting on atemic fact is called an alomic
preposition. All alomic propositions are logically independent of each olher. No atomic
propasition implies any ather or js inconsistent with any other. Thus the whole business
of logical inference is concemed with pmpuslllon uhlch ane - nol nlumlc Such
propositions may be called molecular.
Wiltgensiein's theory of molecular propositions lums upun hls Ihcory ol'thc consuruction-
of truth-functions.
truth-function of a proposition p is a proposition comammg p and such that ILS T.ruth ar
falschood depends only upon the tnth or falseheod of p, and similarly a truth-function' of
several propositions p. ¢, # .. . is one containing 2, 4. . . . and such that its truth or
falschood depends only upen the Inuth ar falschood ol p, ¢, £ . . .. 3t might scem at Girsl
sighl as Ihough there were other functions ol propositions besides truth-functions; such,
for example, would be "'A belicves p" for in general A will believe some true
- proposilions and some false ones: unless he is en exceptionalty gilted individual, we
cannot infer thal p is ue from the fact that he believes it or that p is false from the fact
Ihat he does not believe it. Other apparent exceptions would be such as “p is a very
complex proposition” or *'p is o proposition aboul Socrales.” Mr Witigensiein maintoins,
however, lor reasons which will appear prescntly, [hal such exceptions are only apparcnt,
and that every funclion of a preposilion is really a truth-function. It follows that il we can
define nth-funciions generally, we can obtain a general definition of all propesitions in
terms of the original sci ef clemic propositions. This Witlgenstein proceeds to do.
Tt has been shewn by Dr, Sheffer (Trans. Am. Afath, Soc., Vol XIV. pp. 481-488) that all
iruth-functions of 2 given set of propositions can be constructed oul af either of the two
funclions “‘pot-p or nol-g" or “"nol-p and not-¢", Wittgenstein makes use of the latter,
assuming 7 snowledge of Dr, ShelTer's work, The manner in which other truth-functions
_ are construeled oul of "nol-p and not-g” is casy lo see, “"Nol-p and not-p" is equivalent to
“not-p," hence we oblain o definition of negation in terms of our primitive function;
henee we can define “'p or ¢,” since this is the negation of ““noly and not-g," /e, of our
primitive function. The development of ether truth-functions out of **not-p" and *'p or 4*
is given in detal] a1 the beginning of Principia Mathematica. This gives a1l that is wanted
when the propositions which are arguments to our truth-function are piven by
enumeration. Wiltgenstein, however, by o very inleresting annlysis succeeds in extending
the process lo general propesilions, fe. to cases where the prepositions: which are
argumenls to our truth-function are nol given by enumeration but are given as all those
- sulis{ying some condition, For example, let f be a propesitional function (.. a function
-whose values arc proposilions), such as *'x is human” -- then the various values of fx
form 2 sct of propositiens. We may cxtend the idea “nol-p and not-g” so0 as Lo apply to
simultanecus denial of all the propositions which are values of /. In this way we ammive at
the proposition which is ordinarily represented in mathematical logic by the wonds "% is
false for nll valucs of x." The negation of this would be the proposition *"There is al least
one x for which fx is truc” which is represented by **(x) . fr.” [l'we had started with not-fx
instead of fr we should have arrived al the proposition *'fx is true for all values of 1"
which is represemted by “'fx) Sk " Witigenstein's methed of dealing with general
proposilions [Le "'{x) . f&" and "'{x) fx"] differs from previous methods by the fact thal
the generalily comes only in specifying the set of propositions concerned, and when this
has been done the building up of truth-functions proceeds cxactly as it would in the case
of 4 finite number of enumersted arguments p, g, .. .. . :
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Kr Willgensiein's cxplnn:llion of his symbolism at this point is not quite fully given in
the text. The symbal he uses is [, , M)]- 'I'hc I’nllowmg is the cxplananon of this symbol;

stands for all atomic pruposulons
stonds for :mg.r sel ol'proposmons

‘N{) stands for the nepation of all the prnpnsmons mnklnb up

“The whole symbol [, , A()] means whatever can be obtained by taking any sclecuon af
alomic propositions, negaling them all, then Laking any scleclion ol the set af.
prepositions now obained, logether with any of the originals — and 5o on indefinitely,

. This s, he says, the general truth-lunction and alsa the general-ferm of proposition, What
is meont is somewhat less complicated than it sounds. The symbol is intended (o describe
a process by the help of which, given the atemie proposmnns all olhns can be
manufaciured. The process dcpends upot;

{a) Shefler's proof' that all truth-functions can be obuwined out ul' 51rr|u|lnl1cuus
ncg,ntmn,: e, uulof ‘nol-p and nol-4"

{b) Mr Wintgensicin's Iheory of the derivation of gencml propositions  from
conjunctions and disjunctions;

(€) The asseriion (hal a propositien can only occur in another proposition as
arpument to = trulth-function. Given these three foundations, it [ollows that all
propositions which are not atomic can be derived from such as are, buy o uniform
process, and il is Ihis process which is indicated by Mr Willgenstein's symbol.

From this uniform method of construction we arrive a1 an amazing simplification of the
theory of inlerence, as well as a definition of the sort of propositions that belong to logic.
The method of generntion which has just been described, enables Wittgenstein to say thal
all propositions can be constructed in the above manner from alomic propositions, and in
this way ihe lelalily of propositions is defined, (The apparent exceplions which we
mentioned above are delt with in a manner which we shall consider later.) Willgenstein is
enabled lo pssert that propositions arc all that follows from the totality of* atomic
propositions (together with the fact that it is the totality of them); that o proposition is
nlwnys a truth-function of atomic proposilions; and that if p follows frem ¢ the meaning -
of ¢ is contained in the meaning af ¢, from which of course i results thot nolhing can be
deduced from an atomic pmposnuon All thc propasitions ol logic, he mnlnlmns are
tautologies, such, for cxample, as “pornotp.”
The fact that nothing can be deduced from an atemic proposition . has interesting
applications, for example, to causality, There cannol, in Witigensiein's logic, be any such
thing ns a causal nexus. “The events of the future,” he says, *'cannar be inferred from
these of the presenl. Superstitios: is the belief in the causal nexns."” That the sun will rise
To-morrow is a hypothesis. We do not in fact know whether it will rise, since there is no .
compulsion according to which one thing must happen because another happens,
Let us now take up anolher subject - that of names. In Willgenstein's theoretical logical
lznguage, nemes are anly given to simples. We de not give two nemes ta one thing, or .
one name 1o twoe things. There is no way whalever, according to him, by which we can
describe the tetality of things that can be names, in other words, the folality of what there
is in the world. In order to be able (o do this we should have to know of some property
which must belong to every thing by a logical necessity, It has been sought to find such a
properly in seli-identity, but the conception of identity is subjected by Wittgenstein to a
destructive criticism from which there scems ne cscape. The definition of idemity by
meens of the identity of indiscernibiles is rejected, beeause the identity of indiscernibles
appeats to be not a logically necessary principle. According to this principle x is id |
with y il every propenty of x is 8 property of y; but it would, aller all be logically possible
for two things to have exaclly the same properties, [f this does nol in fact happen that is
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an aceidentn] characieristic of the world, not a logically necessary charzcteristie, and
accidental charecteristics of the world musl, of course, not be admitted into the structure
of logic. Mr Wittgenstein accordingly banishes identity and adopls the convention Lhat
diflerent letiers arc to mean different things. In pmctlcc. identity is needed as between a
uame and a deseription or between two descriptions, It is needed for such pmposmons as
""Sacrates is the philosopher who drank the hemlock,” or *'The cven primg is the next
_number afler 1." For such uses of 1dent1ty it is easy to provide on Willgenstein's system.
The rejeelion af identily removes ene method of speaking of the tolaiity of things, and it
will be found that any other method that may be suggesied is ::quall;«r fallacious: so, at
least, Willgenstein contcnds and, [ think, nghtl)r This amounts to saying that “objeet” is
. a pseudo-concept, Te say *'x is an object” is to say nothing. 1t follows from this thal we
cannol make such stalements as “there are more than three objects in the warld,* or
"there are on infinite number of objects in the world.” Objects can only be mc-ﬁtmned in
connexion wilh some dcl' nite property, We can say “there are more than three objects
which are human,* or *'there are more than three objects which ore red,” for in these
statements the word object can be replaced by a variable in the langungc of loglc, the
varioble ing one whlch satisfies in the frst case the f'unctmn *x is human®; in the
second the function ““x is red." But when we attempt 1o say **there are more than three
objects," this substitution of the variable for the word **object” becomes impossible, and
the propositian is thercfore seen to be meaningiess.
We here touch one instance of Wittgenstein's fundamenial thesis, that it is impossible w
say anylhing about the world as a whole, and that whatever can be said has to be about
bounded porlions of the world. This view may have been criginally suggested by |
notation, and if so, that is much in its favor, for & good nolation has a subtlely and
suggestiveness which at times make it seem almost like a live teacher, Nolational
irregularities are often the fivst sign of philosophical errors, and a perfect notation would
be o substitule for thought. But although notation may have first supgested to Mr .
Wittgensizin the limitation of logic to things within the world as opposed to the world as -
a whole, yet the view, once suggesled, is scen to have much else to recommend it.
Whether it is ultimatcly true 1 do nol, for my parl, profess te kmow. In this Introduction I
am concerned Lo expound il, not 1o pronounce upon it. According lo this view we could
only say Things about the world as a whole if we could get outside the world, if, that is to
say, il ceased 1o be for us the whole world, Our world may be bounded for some superior
being who can survey it from above, but for us, however finite it may be, it cannot have &
- boundary, since il has nothing outside it. Willgensiein uses, as an analogy, the field of
viston. Our field of vision does not, for us, have # visual boundary, just because there is
nothing owside it, and in like manner our logical world has no logical boundary because |
our logic knows of nathing eutside it. These considerations lead him 10 a somewhat
curious discussion of Sokipsism, Logic, he says, fills the werld, The boundaries of the
.world are alsy its bounduries, in iogic, therefore, we cannot 53y, there is this ond this in
the waorld, but not that, for te say so would apparently presuppese that we exclude certain
posstbililies, and this cannot be the case, since it would require that logie should go
beyond the boundarics of the world as if it could contemplate these boundaries from the
cther side alse, What we cannot think we l:amml lhmk. therefore we also cannot szy what
we cannot think.
This, he says, gives the key 1o solipsism. Whut Solipsism intends {5 quite correct, but this
cannot be safd, it can only be shown, That the world is sy world appears in the fact that
_the boundaries of language {ihe cnly Janguage I understand) indicate the boundories ol
my world. The metaphysical subject does not bclong to the world bul isa IJn:lund.a.r;.ur of the
world,
We must take up next the qucstwn of molecular praposmons which are at I’rsT. 5|ghl not
truth-functions, of the propositions that they contain, such, for cxampIe as "' A believe
p." .
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Wittgenstein introduces this subject in the slatement of his posilion, namely, that all
molecular functions are tuth-lunctions. He says (5.54):."In the general propesilional
form, propositions aceur in a proposition only as bases of truth-operations.” Al first sight,
“he goes on to explain, it seems as if a proposilions could also occur in other ways, e.g.
“'A believes p." Here il seems superficially as if the proposition p sood in a sort of -
relation to the objeéct A, “But it is clear that 'A believe that p.' 'A thinks p,' 'A says p' are -
“of the form enumernted arguments 7, g, r.. . .'p says p and here we have no co-
ordination of a_fact and an object, but’ a cu—ordlnauon of facts by rneans of a-co-
ordination of their objects” (5.342), :
- What Mr Wlllgensteln says here s said so shortly lhal its poml is nct llkely o bc clear to.
- those who have not in mind the contraversies with which he is concemned, The theory
which. which he is disagreeing will be found in my articles | on the nature of truth and -
falsehood in Pirn'asop.‘ucan' Essays and Procecdings af the Arisioteli Sac:ery, 1906-7,
The problem at issue is the problem of the logical form of belief, i.e° what is the schema
representing what oceurs when o man believes. OF course, the problem applies not only
to belief, but alse to a host of other menlal phenomena which may be called propositional
atlitudes; doubting, considering, desiring, etc. In o]l these cases it seems natural to
express the pheromenon in the form ™A doubts p," A desires p," ete., which makes it
appeer as though we were dealing with a relation between 1 personand a propesition.
This cannot, of course, be the ullimate gnalysis, since persons are fictions and 50 arc
prepositions, exeept in the semse in which they arc facts on their own sccount. A
praposition, considered as a fact on 13 own account, may be a set of words which & man
says over to himself, or a complex image, or train of images passinig through his mind, or -
a set of incipient bodily movements. It may be any one of innumerable dilferent things.
The proposilion as a facl on ils own account, for example the acmual szt of words the man
pronounces to himself, is not relevant to logic, What is relevent to logic §s thet common
element among all thse facis, which enables him, as we say, to mean the fact which the
proposition sescris. To psychelogy, of course, more is relevant; for a symbol does not
mean what it-symbolizes in virtue of a logical relation alene, but in virlue also of a
psychological relation of intention, or association or what-not, The psychological part of
meaning, however, does not concern the logician, What does concern him in Ihis problem
of belief is the logical schema. It is clear that, when o person believes a proposition, the
person, considered as a melaphysica) subject, does not have to be assumed in order lo
explain what is happening, What has fo be explained is the relation between the set of
words which is the proposition considered as & fact on ils own accounl, ‘and the
**objective” fact which mekes the propesition true or false, This reduces ultimately to the
question of the meaning of propositions, that is Lo say, the meaning of propositions is the
only. non-psycho]ogicnl portien of the problem involved in the analysis of belicf. This
problem is simply one of a relation of two facts, namely, the relation between the series
of words used by the believer and the fact \.fhu:h makes these words hue or false. The
serious of words is a fact just as much as what makes it true or false is a fact. The relation
between these two facts is not unanalyzzble, since the meaning of a propesilien resulls -
from the meaning of its constituent words, The meaning of the series of words which iz a
propesition is a finetion of Ihe meaning. of the separate words. Accordingly, the
proposition 2s a whole does not really enter into what has to be explained in explaining
the meaning of 2 propositions. 1t would perhaps help to suggest the point of view which I -
am lrying to indicate, to 'say that in the. cases which have been considering the
proposition occurs as a fact, not as a proposilion. Such a statement, however, must not be
taken too literally. The real point is that in believing, desiring, elc., what is logically.
fundamental is the relation of a preposition considered as a fict 10 the fact which makes
it true or false, and that this relation of wa facis is réducible to a relation of their
~ constituents. Thus the proposilion dees not accur at- all in 1.he same sense in which it -
oeours in a truth-function. . . .
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There are some respects, in which, as it seems to me, Mr Wittgenslein's theery stands in
need of greater technical development. This applies in particular to his theory of number
{6.02 (T)) which, as it stands, is only capable of dealing with finite numbers, No logic can
“be considered adequate until it kas been shown to be capable of dealing with trensfinite
numbers. 1 do not think- there is -anything in Mr Wittgensiein's syslem to make it

impossible for him ta fill this lacuna. - ] o L

- More interesting than such questions of comparative detail is Mr Witigensiein's attitude
towards the mystical. His attitade upon this grows naturally out of his docirine in pure
logic, according to which the logical propasition is & picture (true or. faide) of the faet,

- and hes in common wilh the fact a ccriain structure, It is this cammon structure which
makes it capable of being & picture of the fact, but the ‘'structure cannot itself be put into

- words, since it-is a structure of words, as well a8 of the fact to- which they refer.
Everylhing, Lherefore, which is invelved in the very idea of the expressivencss of
language ‘must remein incapable of being expressed in language, and is, therefore,

- inexpressible in a perfectly precise sense. This inexpressible contains, according 1o Mr
Wittgenstein, the whale of logic end philosophy, he says, would be te confine oneself to
propositions of the sciemces, stated with all possible clearness and exactness, leaving
philosaphical assertions to the leamer, and proving to him, whenever he made them, that
they are meaninglzss, It is true that the faté of Socrates might befall a man who attempted
this method of teaching, but we are nol lo be deterred by that fear, if it is the only right
method. Tt is not this that couses some hesitation in accepting Mr Witlgenstein's position,
in spite of the very powerful arguments which he brings to its suppert. What canses
hesitation is the fact that, aller all, Mr Wittgenstein manages to say o good deal about -
what cannot be said, thus suggesting to the sceptical reader that possibly there may be
some loophole through a hierarchy of languages, or by some other exil. The whole
subject of cthics, for example, is placed by Mr Wittgenstein in the mystical, inexpressible
region. Nevertheless he is capable of conveying his ethical opinions. His defence would -
be that what he calls the mystical can be shown, although it cannot be said. It may be that
this defence is adequate, but, for my pen, I confess that it leaves me with acerlain sense
of intellectual discomlort - e e S
There is one purely logical problem in regard to which these difficulties are peculierly
scute, I mean the problem of generality, In the theory of generality it is necessary to
consider all propositicns of the form fx where /x is a given propositienal functions. This
belongs to the parl of logic which can be expressed, according to Mr Wikigenstein's .
system. But the tolality of possible values of x which might seem to be involved in Lhe

tolality of propositicns of the form f& is not admitted by Mr Wittgenslein among the
things that van be spoken of, for this is no other than the totality of things in the world,
and thus involves the attémpt 1o conceive Lhe world a5 a whele; *the feeling of the world

a5 a tounded whole is the mystical"; hence the totality of the values of x is mystical
(6.45). This is expressly argucd when Mr Witigenstein denies fhat we can make
propositions 03 fo iow may things there are in the world, es for example, that there ere

- more than three. E o e
These difficullies suggest to my mind some such possibility as this: Lhat every language
has, as Mr Wittgenstein says, a struchure concerning which'in the language, nothing can
be said, but that thers may be ancther language dealing with the structure of the first
language, and having itself a new structure, and that to this hierarchy of languages there
may be no limit. Mr Wiktgenstein would of course reply that his whole theory is
applicable unchanged to the totality of such languages. The only relort would be to deny
that there is any such totality. The tetalities concerning which Mr Wittgenstein holds that

" it is imposaible to speak logically are nevertheless thought by him to exist, and are the
subject-maller of his mysticism. The tolality resolting from eur hicrarehy would be not
merely lopically inexpressible, but: a fiction, a mere delusion, and in this way the
supposed sphere of the mystical would be abolished. Buch a hypothesis is very difficult,
and T can see objectiens to it which at the moment I do not know how to apswer. YetIde
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not see how any easicr hypothesis can escape frem Mr Wittgenstein's conclusions, Even
if this very dilficult hypothesis should prowe lenable, it would leave untouched 2 very
large part of Mr Witigenstein's theory, though possibly not the parl upon which he
himself would wish L lay most stress, As one wilh 2 long experience of the difficulties of
logic and of the deceptivencss of theories which seem irrefutable, I find myself unable to
be sure of the rightness of o théory, mearly on the ground that I cannot see any point on
which it is wrong. But to have consiricled a theory of logic which is not at any point

- abviously wrong is to have achieved a work of extracrdinary difTieulty and importence,
This merit, in my opinion, belongs to Mr Wittgenstein's beok, and makes it one which ne
serions philosopher can afford to neglect, I

Bertrand Russell

May 1922

379



APPENDIX 5: THEORY OF ETHICAL ACTION
EQUATION:

Analysing the Theory of Ethical Action Equation E = AC” Using Fuzzy ' -
Logie ond non-Parametric Mathematies - -

In this section, I present accounts of the background to the above twa
nonparametric approaches, Please note that the sources of the coniributions below
are mainly from online material, Sandberg and Park, 1991, and Wang 1992,

I present what I considered the theorelical links between Radial Basis Functions
{Sandberg and Park, 1591) end Fuzzy Logic Syslems (Wang 1992).

Introduction to Radial Basis Functions (RBF)

"4 radial finctfon Is a function whase valve depends only on the distance from
sope center point. When using radial basis finctions for approximation pirposes,
the unknown flnction is expressed as a linear combinatlon of radial functions
centered in poinis scattered throughont the domain of interest.” (source:
hitpctwn telb.siv. se/-heite/ FMB/RBF htmi, Feb 21, 2003).

"Att RBF network is simply a lnear function approximalor using RBFs for its
Jeatures. Learning is defined by equations,in exacily the same way it is for other
lineor funciion approximators. The primary advantage of RBFs over binary
Jeatures is that they produce approximale functions that vary smoothly and are
differentiable, In addition, some learning methods for RBF networks change the
centers and widths of the features as well, Such nonlinear methods may be able to

" fit the target function much more precisely, The downside to RBF networks, and
io nonfinear RBF networks especially, is greater compuiational complexity and,
often, more manual tuning before learning is robust and efficient.” (source:

- hitpiiwwiv-anw, cs.mass. edi/~vich/booki8/node? himl, Feb 21, 2003}

The universal 5ppmximator result for radial basis fnction proved by Sandberg
and Park (1991} is: ’

F(X)= {24+ Eij=1nj . K[ A-Z .fq ] i'rz,ij.| [ K[ X-z; :‘rg ]

wherexcK; QcKzcKocK
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Introduction to Fuzzy Logic Systems

"Fuzzy logic is a mathematical approach to probiem solving. It excels It
producing exact resulis from imprecise data, and is especially usefil in

computers and electronic applications. Fuzzy logic differs from classical logic in
that stetements are no longer black or white, true or false, on or off. In traditionel
logic an object takes on a valne of either zero or one; In fuzzy logic, a statement
can assime any real valie between O and 1, representing the degree to whicl an
element belongs to a given set. The human brain can reason with uncertainties,
vagueness, and judgments. Computers ean only manipulate precise valuations,

* Fuzzy logic is an attemp! to combine the two techrigues, '

" Fuzzy logic has certain advantages over traditional logical systems. Fuzzy logic

systems are, for the most part, easy lo sel up and use. The resulls are accurate,
and the technigue need not be used alone; it can be emplayed in conjurction with
other analytic methods, it is, kowever, best applied io relatively complex systems
and Systems with nonlingarities or uncertainties: traditlonal methods will
probably work just as well when an emvirenment s simple." (Sonrce:

http:/www.dukeedufvertices/update/wind4/fuzlogic.bhiml , Feb 21, 2003)

Fuzzy Logic Functional Relationships (Wang's 1992)

Fuzzy set: Let £2 be the universe of discourse (for our purpo&_:'es =K asatA

C 2is a fuzzy set if its membership [unction is multivaiued .
(cg. 2 a1 £2-[0,1], where £2; (X] is the membership grade of x in A. -

Support; The supporl of fuzzy set A is the crisp set of all poinls x < 12 such that
2(X)> 0 '

Centre: The centre of 2 fuzzy set A is the point X (2 where (25(X) achieves its
maximum,

Singleton: A fuzzy set with a smgle point X in £2 for which .GA(X) =1lisa
fuzzy singleion.

Fuzzifler; A mapping { from a crsp poinl X< (2 to a fuzzy sel A is called a
fuzzilier,

Defuzzifier: A mapping g from a fuzzy set A 1o a crisp point XC (25 called a
defuzzifier.

Fuzzy Rule Base: A fuzzy rule base consists ol a cellection of g fuzzy IF-THEN
rules KJ, j=1....q of the form: IF X, is Al and .... Xn is An' THEN y is B, where
Xy, is Ay stand for the degree of membership of Xk in Ay, then Ay and B are fuzzy
sets.
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Fuzzy Interference Rule: We may combine IF-THEN rules inlo mapping from
fuzzy sets in []; $2 to fuzzy scts in ¥ € 42 and then the product rule implication
would become (2a.5; (X,¥) = 24(X) (YY)

Fuzzy Logic Apprn_xims'tnr: a mapping from K’ to K consisting of a fuzzifier.
Through computation from a fuzzy rule bese with a furzy infereiice (Fuzzifier)
and defuzzifier can meke the Fuzzy Logic Approximator become a fuzzy logic
system, :

Hence, we may come up for fuzzy logic approximators with Gaussian fuzzifiers
where §2 f{X) is given by .
)= Ty Y3 [I" st Guuenp {- [ 22 /0™ 1Y)

If we combine radial basis function with fuzzy logic approximalors with, Gaussian
fuzzifiers, we may come out with the following:

FOO= 2% Y5 [ 182 0xp {- [ xeezy SO 1P} =020+ T Qe K[ X2 fg ]/ 2ot oK [ -2/ ]
Wang's (1592) Sandberg and Park (1991}

The sbove equation may result ol a new corollary equation. This corollary
equation can be proved by cmploying Wang's (1952) universal approximation:
capabilities of fuzzy logic systems with Sandberg and Park's (1991} universal
approximator result for radial basis functions.

Proposition 1:
We can derive a fuzzy logic approximater of the form
L .
F(X)= 829+ 2oty o [T mi ¥ (X
By imposing

0 e
2 WiKio[0,]

(source; Muoxwell, T, Giles, G.L. Lee, Y.C. and Chen, H.H. 1986. Nonlincar dynamics in
artificial neurnl systems. In Denker, J. (ed) Neural Networks for Computing, New York.
- Americen Institute of Physics.) .

Proof:

Enonmmous impact - function set: Let E be the universe of discourse (for cur

purposes E=A",aset Aisasubsctofa matrix space Action and is a fuzzy
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set if its membership function is mu_ltiva]uéd_(eg_ {2 0 £2[0,1], where 2
A{X)} is the membership grade X of in A). Then a collection of subsets {Xi},
i=1,2....ny X1 A is an e-covering of E ifthé diameter of each Xi<2cand E
c U X;lie Eis. covered by 'Ai‘) .

= { &i,....en} is an e-net for E {Bj} _]E I lf for each 0 in E there is at
lc.ast one element g;0f B Such that p (0,e ) <8

The points S[, e S,, are e-separate if thc pmrw:se distance P (Sl,S }< BV T=j.

Mathematical Exploration:
(adnptcd from Sandberg & Park's Theorem, 1989 and Wang's Theorem, 1952)

The minimum number n that is sulficient 1o cover E for a given e 0 isa

function of anly its logarithm H; (E) = log N= where N (E) = rnm T whichi
is thus called the melric entropy of the set E.

Thus:

18 (X)-e (1= 10 +EJ=|Q 1§ nwr‘f'(ﬁ’ i) - b - Tl [ (@
js] l .

<10 - by + Ty~ b [0 n:l‘P(m ©)| + | Z .'lbjm‘ 1 (@
19 [ e ¥(@ Ot | :

Wheré: o . .

| @3- U@ @) | € Kion) - (o @) |

|0 e )| l‘?tm )1 whese, 17 denotes max 'thm "

It @)l s |‘{‘(m C%)|* where € denotes max ¥(m e

When y° denotes max ‘P(m a) which reaches meximum = £2 5

When C° denotes max (@ C,) which reaches meximum =C2 .
Henge, the final equation ums to:

I 8(X)-¢e (X}I = 10(,+'.Zij.;Qj_[]' nﬂl"l'f.(ﬂ Tjs) '.. be - }:ij'.'lni I]i ',,-_.1‘_1"(Gl ©i!) |
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S 100 - by Epi@ - b) 0 mi¥(@ @) | + | Ziet by {0 i@ 30 - 0
nelH(m O} |

[0 (X) - e 001 = | Qo+ Tim [T st ¥(w 1) - b0 » Z5ei6 [J' et ©5) | equal
to E

19 - by + E;-l(nj - by []{ ¥ G| + | S by {[]- w1 - [
w1¥(@ @) equalto AaC

Resolving both sides of the equation prmﬂiﬂes the new equation:

E=AL?
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