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Exploring the Dimensions of Knowledge Flow: A Preliminary Process M odel

Minsoo Shin ms322@eng.cam.ac.uk and Tony Holden holden@eng.cam.ac.uk
Department of Engineering, University of Cambridge

Abstract

This paper critically explores ways in which knowledge
is defined from a hierarchica point of view and a
sociological point of view. From the sociological point of
view, it suggests a new categorization of knowledge
relating to knowledge flow. Then it shows how the
knowledge flow approach, with this new categorization, can
be a complement to existing business strategies. On the
basis of previous research, barriers to effectiveness in
knowledge flow are identified. A conceptua modd is
devised, taking account of identified barriers, to serve as a
framework for developing agendas of future research aimed
at the development of knowledge flow support toals.

Introduction

A knowledge management survey of the senior
managers in knowledge-intensive organizations shows
that they consider the main problem to be lack of
sufficient knowledge on the part of employees (Wurzburg,
1998). Another survey, confirming the above results,
shows that nearly 90% of operational staff and managers
complain of the same problem (Chase, 1997).

Many researchers (eg. Nonaka and Takeuchi (1995))
attribute the problem to the tacitness of knowledge. Looking
for means to overcome this tacitness, Nonaka et a. (1998)
and many other researchers (e.g. Huber (1991)) have tried to
theorize the knowledge creation and learning process. In their
studies, they implicitly assume that co-location —which
means sharing of places, in this case workplaces— is a
principa factor fostering share of language, culture, etc. and
so achieving high level of meaningful and unequivocal
understanding. Researchers like Gupta and Govindarga
(1991) have noted how, on the other hand, the condition of
weak co-location, with temporal, spatia, or social distance,
givesriseto difficulties of knowledge usage.

As organizations face the new economic age that is
characterized largely by globalization and a revolution in
technology, there is an increase in the number of
contingent workers and multinational corporations with
branches operating across borders (Hitt, 1998). These
changes no longer allow an environment of stable co-
location. The survey by Ruggles (1998) brings out
convincingly what, in the new economic age, the
executives of 431 U.S. and European organizations
consider to be the top two ‘should-dos for knowledge

management, namely mapping sources of internal
expertise and creating networks of knowledge workers.

Knowledge from a Knowledge Flow
Per spective

Thereislively academic debate over the epistemological
question, how knowledge should best be defined. Broadly,
there are two principal approaches to defining knowledge.
One defines it in terms of the hierarchical structure of its
content, in respect of knowledge, data and information. The
other defines it in terms of the sociological processes of its
acquisition and retention.

The hierarchical structure approach provides a static
view of knowledge. In this approach to knowledge, three
schools of thought are currently predominant: the first
considers knowledge as situated in mind (e.g. Nonaka and
Takeuchi (1995)); the second considers knowledge as
process (e.g. McDermot (1999)); the third considers
knowledge as object (e.g. Hibbard (1997)). These
different views of knowledge, and their different
implications for knowledge management (KM) strategies
and information systems, are summarized in Table 1.

Table 1. Knowledge categories on the hierarchical
structure view

Viewpoints Implicationsfor KM

and infor mation systems

State of
mind

- Main focus: Development of
sociological infrastructure, which
facilitates knowledge exchange

- Information systems only support
access to existing information or
explicit knowledge.

Process - Main focus: Development of effective
process of knowledge creation and
distribution.

- Information systems support link
between source and recipient of
knowledge and facilitate exchange

of strategic know-how.

Object - Main focus: How to gather and
manipul ate knowledge.

- Information systems support effective
codification, storage, and retrieval of

knowledge.
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The hierarchical approach is well founded in academic
analysis and definition, but has the weakness that it is
unable to explain knowledge in the context of its flow in
organizations. The sociological analysis suggests a
classification of knowledge into different types on the
basis of the process of knowing. Many researchers (e.g.
Fleck (1997), Spender (1996)) have attempted to develop
categorization schemes for understanding how knowledge
is acquired and how the different components of
knowledge are linked to each other. On the basis of those
various analytical schemes, a new framework for the
categorization of knowledge has been developed, as
summarized in Figure 1 below.

Instrumental knowledge is rooted in personal
experience and skill. Personal cognitive abilities and
relations have an influence over how quickly and how
substantially appropriate knowledge is built up to solve a
problem. Social knowledge includes operational routines
and practices that are accepted as justified knowledge.
This kind of knowledge can be transferred through
working in a particular context. Codified knowledge is
‘information-like’  knowledge. When the context
information appropriate to an item of social knowledge is
evaluated to solve a problem and its value for problem-
solving measured, social knowledge becomes codified
knowledge. Thiskind of knowledge is then readily applied
to decisions or other actions.

This tripartite classification, focusing on knowledge
itself and process of knowing, can be used to develop a
reliable and coherent basis for effective knowledge flow
strategies and practices.

Figure 1. Knowledge categories from the knowledge flow point of view

Knowledge Flow as a Complement to Existing
Business Strategies

In the last decade, most large Fortune 500 companies
have been pursuing two maor strategic changes:
restructuring and process engineering (Hill and Jones,
1998). Each strategy emphasizes only one of the types of
knowledge distinguished in the knowledge flow
categorization. (For introduction to the two strategies, see
Garvin (1998) and Kanter et al (1992))

Restructuring puts emphasis on how instrumental
knowledge relates to the changes of boundaries and
relationships at the micro level. Process engineering puts
emphasis on codified knowledge, because the target of the
strategy is a clear structure of action, that is to say, ‘a
specific ordering of work activities across time and place,
with beginning, an end, and clearly defined inputs and
outputs (Davenport, 1993, p. 5)'.

Both drategies fail to make a link between instrumental
knowledge and codified knowledge. So a possble
complement to both strategies is effective knowledge flow
implementation: thisis summarized in Figure 2.

Figure 2. Knowledge flow as a complement

Restructuring Process Engineering

v v

Instrumental ¥ Social [ Codified
Knowledge |4¢—— Knowledgelq¢——| knowledge
i A Z
I mportance of : I mportance of
tacit knowledge explicit knowledge
v v

Knowledge Flow '

Instrumental Knowledge —> Social Knowledge —> Codified Knowledge
Knowledge that is created by <+ Knowledge that is created by <+ Knowledge that is formally
the experience o,f and resides social links and accepted as codified  with  appropriate
within, theindividual. shared value context information
Tacit'“% Informal®/  Contingent’/ Formal/

Instrumentalities'/ Social?/ Conscious®/ Catalogue?/
Process?/ Meta'/ Collective’ Explanatory?/
Automatic?/ Experiential® Embodied*/ Encoded”/
Embrained*®®/ Embedded”/ Encultured®® Objectified®/
Embodied® Explicit®
Symbolic®

1: Fleck (1997), 2: Millar et a. (1997), 3: Spender (1996), 4: Blackler (1995), 5: Collins (1993), 6: Polanyi (1962)
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According to this point of view, effective knowledge
flow implementation should be founded on the significant
body of existing literature in strategic management and
organizational theory, as well as on relevant information
technologies.

A Preliminary Process M odel of Knowledge
Flow

Many researchers (e.g. Von Hippel (1994); Szulanski
(1996)) suggest that the most probable influences on
knowledge flow, though with varying degrees of statistical
significance, are the following four factors. the nature of
the knowledge transferred, the source of the knowledge,
the recipient of the knowledge, and the context in which
the knowledge flow takes place. So this paper takes the set
of al four factors, as a framework for finding find the
barriers that prevent effective knowledge flow.

In a knowledge source, the obstacles to effective
knowledge flow are: reluctance to make one’s knowledge
available through fear of a loss of power (Pasacarella,
1997; Sulanski, 1996), not being able to keep one's
knowledge up to date (Detmer and Shortliffe, 1997), and
negligence or a lack or commitment (Leonard-Barton,
1990).

Between the knowledge source and the knowledge
recipient, problems of interpretation are created by
contextual ambiguity. Contextual ambiguities are chiefly a
conseguence of not being in a condition of co-location
(Doz and Santos, 1997). Other sources of contextual
ambiguity are unfriendly relationships between source and
recipient (Ghoshal and Bartlett, 1994), and individuals
being in a state of limited knowledge or of doubt about the
network (Robertson et a., 1996). The most powerful
barrier to knowledge flow is tacitness in the transferred
knowledge (Nonaka, 1994); which sets up further barriers
such as limitations on interpretative ability (Dougherty,
1992), and causal ambiguity (Szulanski, 1996).

For the recipient of knowledge, most obstacles are
related to the recipient’s cognitive ability. Many
researchers indicate as barriers, the recipient’s limited
knowledge-processing capacity (Simpson and Prusak,
1995; O'Reilly, 1982); the recipient’s lack of information
as to the existence of knowledge; and limitations on the
recipient’s pre-existing knowledge (Cohen and Levinthal
1990). Other barriers are related to behavioral
characteristics of the recipient, such as the ‘not invented
here’ syndrome (Hu et al., 1998), and limitations on the
recipient’s capacity to ingtitutionalize the application of
new knowledge (Szulanski, 1996).

All these barriers lower the quality of knowledge used
to solve a problem, and may result in a poor level of
knowledge sharing. The salient features of these barriers

are: the lack of an appropriate culture, the cognitive
limitations of individuals, and the lack of understanding of
context. These features are also directly related to all four
elements in knowledge flow source, recipient,
knowledge transferred, context in which knowledge flow
takes place.

Those four elements can be seen as interrelated
components for knowledge flow: Kron et al. (1987)
observe that all communication systems consist of
interrelated components such as a sender (the source), a
message, a receiver, a channel, and coding and decoding
schemes. This view coincides with that of Tsoukas (1996)
who, on the basis of Polanyi’s work (1966), suggested
that, to relate unarticulated background knowledge to
human understanding, a system of knowledge flow should
be equipped with interrelated components, namely a
conversational medium (sender, receiver, and language),
an artefact as the object (the knowledge), and a process as
the underlying mechanism linking the two (the particular
context and physical channel). Because of direct
relationship between the three salient features and the four
elements in knowledge flow, the features can be
conceptually presented as a knowledge flow circle, which
serves as a conceptual framework for knowledge flow
implementation, as summarized in Figure 3.

Figure 3. A preliminary process model of knowledge flow

Knowledge
Evaluation

Social
Knowledge

Knowledge
Absorption Culture

Knowledge Knowledge

Location
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‘Knowledge culture has been identified, both
conceptually and managerialy, as the most fundamental
consideration as regards all barriers to flow. ‘Knowledge
absorption’ and ‘knowledge location’ both indeed have an
influence on all knowledge flow processes, but
‘knowledge absorption’ primarily influences the process
by which instrumental knowledge becomes social



knowledge, because ‘knowledge absorption’ mainly
concerns the conversion of personal knowledge to
organizational knowledge that is contextually appropriate
to solving organizational problems (e.g. project
implementation); while ‘knowledge location’ primarily
influences the process by which social knowledge
becomes codified knowledge, because ‘knowledge
location’ is mainly concerns the evaluation of items of
knowledge and the selection of those that are to be re-
used.

There are various knowledge flow support tools, based
on various disciplines such as Group Support Systems
(GSS), GroupWare, neural networks, and software agents.
However, GSS and GroupWare have shown weakness in
supporting people's ability to analyze and integrate
knowledge and information (Dennis (1996), Boiney
(1998), Vandenbosch and Ginzberg (1997), Hattori et al.
(1999)). Efforts in other disciplines such as neural
networks and software agents are till limited to the
development of intelligent interfaces, the adaptation of
systems capacity to environment and task, or the analyses
of communication styles.

Setting aside knowledge culture, what the possibility of
effective knowledge flow implementation itself largely
depends on, is the ability to analyze the context of
knowledge required and to organize knowledge collection
activities. It is evident that the rapid development of
information technologies will provide the right means to
effective knowledge flow. In particular, decision support
systems which integrate cognitive mapping tools and
multi-criteria decision-making tools can affect the
implementation of the proposed model summarized in Fig.
3.

Knowledge Evaluation

Although ‘knowledge evaluation’ is not listed as a
salient feature , one of the biggest managerial concerns is
over which process (e.g. security of knowledge or rapid
knowledge creation) contributes most to competitive
advantage. For, as KPM G (1998) reports, most companies
have created knowledge management initiatives in the
belief that knowledge management brings a competitive
advantage to the company. In the knowledge flow circle,
‘knowledge evaluation’ plays the roles of (1) helping to
find the process most beneficial to the organization, and
(2) making the activities of anayzing context and
collecting knowledge conform to organizationa strategies.

Knowledge Culture

Krogh (1998) suggests that cultures with a quality of
‘care’ facilitate the communication between members of
an organization that serves knowledge flow. The
underlying concern is the tacitness of knowledge. Another
concern is organizational design. Nonaka et al. (1998)
suggest that knowledge creation and flow can be
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influenced by spatial relations, which determine the
availability and accessibility of knowledge. This
suggestion raises two questions to be investigated. The
first question is. which organizational structure or
procedure — one with centralized control or one with
decentralized control, one that is tightly connected in a
shared place or one that is loosely connected in distant
places — is best suited to knowledge creation and flow.
The second question is: how to implement the operational
model ‘ART (Action-Reflection-Trigger)’ of the SECI
(Socialisation-Externalisation-Combination-
Internalisation) process (Nonaka et al., 1998) by means of
an investigation into related components such as
employment contracts, incentive mechanisms, and
knowledge ownership.

Knowledge Absorption

Many knowledge-intensive firms such as Anderson
Consulting are trying to simulate co-location by
implementing knowledge exchange systems such as
‘Knowledge X-Change'. When a firm develops a system
for knowledge transfer, they assume that the recipient of
knowledge understands the message well enough to act
upon it. However, knowledge is a combined set of belief,
meaning, and action. Knowledge itself cannot flow: what
flows is its ‘representation’. When knowledge is
transferred to a recipient, he will interpret the knowledge
in his own context. Thus, the meaning understood by the
recipient is not necessarily the same as the meaning
intended by the sender. To minimize this risk, there is a
need to develop aformal methodology which supports an
analysis of the recipient’s knowledge requirements and
thus increases the probability of a correct interpretation.
One possible direction for methodological development is
to investigate how to make an analytical breakdown of
complex knowledge requirements and map causa
relationships among the resultant components.

Knowledge Location

Hu et al. (1998) suggest that a low quality of
knowledge is one of obstacles re-using knowledge. This
problem is caused by the high noise-to-signal ratio due to
the presence of non-essential content in the knowledge
repositories, and by a lack of reliable ways of measuring
the quality of knowledge. The problem is most serious
when the knowledge base is growing and knowledge
seeking requires much time and effort. Cognitive
psychologists have established that if the amount of
information processed by humans is plotted against the
weight of the information-processing load, it forms an
inverted U-shaped curve (Taylor, 1984). When there is
pressure of time, decision-makers tend to accept lower
quality information that is more easily accessible
(O'Reilly, 1982). One of the practical goals of knowledge
management development in any organization is to assist
rapid access to quality knowledge.



Discussion of | mplementation Issues

This study serves as an initia step towards devel oping
a knowledge flow mechanism. In tackling implementation
issues, three research questions in particular should be
given priority. The first requirement is to extract
contextually unambiguous knowledge. A common tool is
required which will enable the recipient (e.g. a decision-
maker) and the source of knowledge to achieve a shared
perception of the given problem and to identify the
knowledge required for the particular area of concern. The
second requirement is methods that provide support in
locating knowledge, which will help the decision-maker to
elicit knowledge of maximum utility, and to evaluate
potential trade-offs between accessibility and quality. The
numerous knowledge location methods currently in
existence (e.g. intuitive process (Wegner, 19986), critical
document storage (Kovel et al., 1996), organizational
intranet (Zorn et a., 1997), group members directory
(Anand et al., 1998), taxonomies of knowledge (Offeys,
1997)), are too narrow in their capability to support the
classification of knowledge or provide a truly useful
content directory. These methods have limited use, in that
they are confined to conditions under which there are only
a few existing sets of knowledge to choose from and
recipients know exactly what they require and can
therefore estimate the value of knowledge. Thirdly, to
reward knowledge sharing and to prevent staff turnover,
there must be a mechanism to analyze the costs and
benefits of different patterns of knowledge ownership and
control. This cost-benefit analysis will serve as the basis
for an ownership matrix that represents the relations
between, on the one hand, the various participants in the
activity, and on the other hand, the various assets in the
portfolio, and thus establishes the context-specific relative
importance of ownership from the point of view of
knowledge flow.

References

Anand, V., Manz, C.C, and Glick, W.H. “Surfing
Corporate Intranet: Search Tools that Control the
Undertow,” Online (21:3), 1998, pp. 30 —51.

Blackler, F. “Knowledge, Knowledge Work and
Organizations. An Overview and Interpretation,”
Orgnization Sudies (16:6), 1995, pp. 1021 — 1046.

Boiney, L. G. “Reaping the Benefits of Information
Technology in Organizations. A Framework Guiding
Appropriation of Group Support Systems,” The Journal of
Applied Behavioral Science (34:3), 1998, pp. 327 — 346.

Chase, R. “The Knowledge-Based Organization: An
International Survey,” The Journal of Knowledge
Management (1:1), 1997, pp. 38 - 49.

1347

Cohen, W. M. and Levinthal, D. “Absorptive Capacity: A
New Perspective on Learning and Innovation,”
Administrative Science Quarterly (35:1), 1990, pp. 128 —
152.

Callins, H.M. “The Structure of Knowledge,” Social
Research (60:1), 1993, pp. 95— 116.

Davenport, T.H. Process Innovation, Harvard Business
School Press, Boston, 1993.

Dennis, A.R. “Information Exchange and Use in Group
Decision Making: You Can Lead a Group to Information,
But You Can't Make It Think,” MIS Quarterly (20:4),
1996, pp. 433 — 457.

Detmer, W. M. and Shortliffe, E. H. “Using Internet to
Improve  Knowledge Diffusion in  Medicine”
Communications of the ACM (40:8), 1997, pp. 101 — 108.

Dougherty, D. “Interpretative Barriers to Successful
Product Innovation in Large Firms,” Organization Science
(3:2), 1992, pp. 179 —202.

Doz Y., and Santos, J. F. P. “On the Management of
Knowledge: From the Transparency of Co-location and
Co-Setting to the Quandary of Dispersion and
Differentiation,” Working Paper, INSEAD, 1997.

Fleck, J. “Contingent Knowledge and Technology
Development,” Technology Analysis & Strategic
Management (9:4), 1997, pp. 383 — 397.

Garvin, D.A. "The Processes of Organization and
Management,” Soan Management Review (39:4), 1998,
pp. 33 - 50.

Ghoshal, S. and Bartlett, C.A. “Linkng Organizational
Context and Mangerial Action: The Dimensions of
Quality of Management”, Strategic Management Journal
(15:special issue), 1994, pp. 91 —112.

Gupta A. K. and Govindaragja, V. “Knowledge Flows and
the Structure of Control within  Multinationa
Corporations,” Academy of Management Journal (16:4),
1991, pp. 768 — 792

Hattori, F., Ohguro, T., Yokoo, M., Matsubara, S., and
Yoshida, S. “Socidware: Multiagent Systems for
Supporting Network Communities,” Communications of
the ACM (42:3), 1999, pp. 55— 61.

Hibbard, J. "Knowledge Management — Knowing What
We Know,” .Infor mationWeek, 653, 1997,
www.informationweek/ com/653/53iukno.htm  (current
Jan. 28, 2000).

Hill CW.L. and Jones, G.R. Strategic Management: An
Integrated Approach (Fourth Edition), Houghton Mifflin
Company, Boston, 1998.

Hitt, M. A. “Twenty-First-Century Organizations:
Business Firms, Business Schools, and the Academy,”



Academy of Management Review (23:2), 1998, pp 218 —
224,

Hu, J., Huang, K-T, Kuse, K., Su, G-W., and Wang, K-Y.
“Customer Information Quality and Knowledge
Management: A Case Study Using Knowledge Cockpit”,
Journal of Knowledge Management (1:3), 1998, pp. 225 —
236.

Huber, G. “Organizational Learning: The Contributing
Processes and the Literatures’, Organization Science,
(2:1), 1991, pp. 88 - 115.

Kanter, R.M., Stein, B.A. and Jick, T.D. The Challenge of
Organizational Change, The Free Press, New Y ork, 1992.

Kovel, J., Quirk, K., and Gabin, J. The Lotus Notes Idea
Book. Reading, MA: Addison-Wesley, 1996.

KPMG. Knowledge Management Research Report, June,
1998.

Krogh, G. V. “Care in Knowledge Creation”, California
Management Review, (40:3), 1998, pp. 133 - 153.

Krone, K. J, Jablin, F. M., and Putham, L.L.,
“Communication theory and organized communication: an
interdisciplinary perspectives,” Jablin, F.M. et al. (eds),
Handbook Of Organizational Communication, Sage
Publication, 1987.

Leonard-Barton, D. “The intra-organi sational
environment: Point-to-point versus diffusion,” Williams,
F. and Gibson, D.V.(eds), Technology Transfer: A
Communication Perspective, Sage, London, 1990, pp. 43
-62.

McDermot, R. “Why Information Technology Inspired
but Can Not Deliver Knowledge Management,”
California Management Review (41:4), 1999, pp. 103 —
117.

Millar, J., Demaid, A., and Quintas, P. Trans
Organizational Innovation: A Framework for Research.
Technology Analysis & Strategic Management, (9:4),
1997, pp. 399 — 418.

Nonaka, I. “A Dynamic Theory of Organizationa
Knowledge Creation,” Organization Science (5:1), 1994,
pp. 14 - 37.

Nonaka, 1. and Takeuchi, H. The Knowledge Creating
Company, Oxford University Press, New Y ork, 1995.

Nonaka, 1., Reinmoeller, P., and Senoo, D. "Management
Focus: The 'ART' of Knowledge Systems to Capitalize on
Market Knowledge," European Management Journal
(16:6), 1998, pp. 673-684.

Offeys, S. “Knowledge Management: Linking People to
Knowledge for Bottom Line Results” Journal of
Knowledge Management (1:2), 1997, pp. 113 — 122

O'Reilly, 11, C. A. “Variations in Decision Maker's Use
of Information Sources: the Impact of Quality and

1348

Accessibility of Information,” Academy of Management
Journal (25:4), 1982, pp. 756 — 771.

Pascarella, P. “Harnessing Knowledge,”
Review (86:9), 1997, pp. 37 —40.

Polanyi, M. Personal Knowledge: Towards a Post-
Critical Philosophy. London: Routledge & Kegan Paul,
1962.

Management

Polanyi, M. The Tacit Dimension,
Company, Inc. New Y ork, 1966.

Robertson, M., Swan, J. and Newll, S. “The Role of
Networks in the Diffusion of Technological Innovation,”
Journal of Management Studies, (33:3), 1996, pp. 333 —
359.

Ruggles, R. “The State of the Notion: Knowledge
Management in Practice,” California Management Review
(40:3), 1998, pp. 80 - 89.

Simpson, CW., and Prusak, L. “Troubles with
Information Overload — Moving from Quantity to Quality
in Information Provision,” International Journal of
Information Management (15:6), 1995, pp. 413 — 425.

Spender, J.C. “Organizationd Knowledge Learning, and
Memory: Three Concepts in Search of a Theory," Journal of
Organizational Change Management (9), 1996, pp 63 - 78.

Doubleday &

Szulanski, G. “Exploring Internal Stickiness: |mpediments
to the Transfer of Best Practice Within the Firm,”
Srategic Management Journal, (17:specia issue), 1996,
pp. 27 —43.

Taylor, R. N. Behavioral Decision Making, Scott and
Foresman, Glenview, IL, 1984.

Tsoukas, H. “The Firm as a Distributed Knowledge
System: A Condgtructionist  Approach,” Strategic
Management Journal (17:specia issue), 1996, pp.11 — 25.

Vandenbosch, B. and Ginzberg, M. J. “Lotus Notes and
Collaboration: Plus Ca Change...,” Journal of Management
Information Systems (13:3), 1997, pp. 65 —81.

Von Hippel, E. “Sticky Information and the Locus of
Problem  Solving:  Implication for Innovation,”
Management Science (40:4), 1994, pp. 429 — 439.

Wegner, D.M. “Transactive Memory: A Contemporary
Analysis of the Group Mind,” In Mullen, B., & Goethals,
G.R. (Eds), Theories of Group Behaviour, (pp. 185 — 208),
New Y ork: Springer-Verlag, 1986.

Wurzburg, G. “Markets and the Knowledge Economy: Is
Anything Broken? Can Government Fix 1t?,” Journal of
Knowledge Management (2:1), 1998, pp. 32 — 46.

Zorn, P., Marshall, L., and Paned, M. “Surfing Corporate
Intranets: Search Tools that Control the Undertow,”
Online (21:3), 1997, pp. 30 —51.



	Association for Information Systems
	AIS Electronic Library (AISeL)
	2000

	Exploring the Dimensions of Knowledge Flow: A Preliminary Process Model
	Minsoo Shin
	Tony Holden
	Recommended Citation



