Provided by Repositério Cientifico do Instituto Politécnico do Porto

| RM PRESS

LRESS
\ / 701 E. Chocolate Avenue, Suite 200, Hershey PA 17033-1240, USA 1TB10188
Tel: 717/533-8845; Fax 717/533-8661; URL-http://www.irm-press.com

Chapter Xl |

TheEuropean
Challengeof KM and

| Nnhovation:

A Skills and Competence
Portfolio for the Knowledge
Worker in SME's

Ana Maria R. Correia
Universidade Nova de Lisboa, Portugal

Anabela Sarmento

Instituto Politécnico Porto, Portugal and
University of Minho, Portugal

ABSTRACT

Globalization, bringing about universal and dynamic transformations in
every sector of the economy, is placing organizations everywhere in new
and different competitive situations. In this context, the improvement of
enterprise performance and economic growth makes increased demands
for timely knowledge in the workplace to deliver competitive, knowledge-
intensive work, enabling institutions and nations to maintain their vitality
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through economic growth and increased productivity. This chapter
highlights the European strategy towards a knowledge-based society
where innovation and competitiveness are the goals to be achieved. The
Portuguese scenario concerning small and medium enterprises and the
creation of a Portuguese knowledge and information economy are also
described. Some approachesto knowl edge management (KM), contributing
to under standing the scope of this emergent domain, areintroduced. The
skills and competencies that a knowledge manager should develop in
order to perform his/her job are discussed. The chapter concludes by
mapping the main areas of study and practice that the authors consider
asrelevant to performing an effective knowledge management function.

| ntroduction

Inacontemporary world, wheremarkets, products, technology, competitors,
regulation, and even societiesareundergoing universal and dynamictransfor-
mation, demands have increased for customised and more sophisticated
productsand services. Innovation, together with theknowledgethat enabl esit,
hasbecomeavital sourceof sustainableand competitiveadvantage, thatis, the
basi sof economicgrowthand productivity increase.

Informationand knowledgearecreating new industriesaroundthemand, at the
same time, are pervading all sectors of economy (Skyrme, 1999, p. 12),
assumingavital roleintheeconomic changetaking placeover recent years,
together with*“technology, information, businessprocesses, quality control,
human capital and corporate capabilitiesand competences—all knowledge
related factors” (Burton-Jones, 2001, p. vi).

Globalization hascreated abusi nessenvironment where components/inputs
areavailabletoall firmsat similar prices. Throughthelnternet, firmscanreach
distant marketsat competitiveprices, enablinginnovativefirmstorespondto
regional specializationandtotheexpansion of long distancerel ationshipsand
markets.

Increased virtualisationinbusinessactivities, facilitating new waysof working,
suchasself-managedteams, virtual teams, flexibleofficesandteleworking, is
prevailing asaconsequenceof information and communicationtechnol ogies
development (Skyrme, 1999, pp. 20, 34).
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Such pressuresaretransforming “thenatureof productionandthuswork, jobs,
firms, marketsand every aspect of economicactivity” (Burton-Jones, 2001, p.
4) worldwide, impacting knowledge, skills, talentsand theknow-how required
by individual sintheworkplace(Quinn, Baruch& Zein, 2002). AsWiig (1999,
p. 156) pointsout, “knowledgeworkers, everywhere, can accessthelatest
information on advanced conceptsand methodol ogi es, businessissuesand
technologies’.

Companiesthat arebetter ableto utiliseinformation and knowledgecan make
decisionsfaster and closer tothepoint of action, overcomeinternal and external
barriers, providemoreopportunitiestoinnovate, reduce product devel opment
timeand enhance customer rel ationships (Hackett, 2002, p. 727).

Although the recognition of the importance of knowledge as a source of
economicwealth and political powerisnotanew idea, itisonly recently that
theconcepts, princi plesand practicesrel ated with the management of knowl-
edge—aimingtoincreasean organization’ sability toexploit knowledge—|eft
the periphery of management thought and practice(Little, Quintas& Ray,
2002, p. 1).

Moreover, inthecontext of continuoustechnol ogical advanceincomputational
power and communication technologies, in which the volume of dataand
information being producedisconstantly expanding (Lyman& Varian, 2000),
knowledgeitself, understood as* the capacity for effectiveaction” (Senge,
2000, p. 56), remains the crucial resource to good performance of any
organizationandthekey towealth creation. Thisexplainswhy itisimportant
tomovefrominformation management —understood asthe management of
anything that is or can be digitised — to a broader concept of knowledge
management, “which deal swith all aspectsof how peopleinorganizationsare
enabledin performing knowledge-based functions’ (Dawson, 2000, p. 321).

Themainchallengeisto stimulate knowledge production (learning) andits
management. Thedevel opment of intellect, innovation, technol ogy and services
—not themanagement of physical resources—isthekey for most companies,
aswell asof industriesand countries(Quinn, Baruch & Zein, 2002, pp. 7-8).

The transformations taking place at the enterprise level as well as at the
workplace call for a new kind of worker/employee, with competencies,
attitudesandintellectual agility “ conductiveto systemicand critical thinking
withinatechnologically oriented environment” (Bontis, 2003, p. 7) andwhois
able to recognise that his/her “behaviour contributes much more to the
enterprisesuccessthan conventional assets” (Wiig, 1999, p. 164).
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Thischapter beginsby briefly referringtothe European strategy, setin 2000
at theLisbon Summit of the European Council, to build aknowledge-based
economy inthe European Unionand somepoliciesaiming at promotingsucha
goal. We al so describe the Portuguese scenario concerning SMEs and the
creation of aPortugueseknowledgeandinformationeconomy. Inthiscontext,
theimportanceto undertake comprehensiveand systematic knowledgeman-
agement within European organi zationsinorder tocompetewithworld markets
is essential. Knowledge and knowledge management (KM) are broadly
defined and discussed by introducing several approaches emerginginthe
literature, each one contributing with afragmented perspective, helpingto
understand the scope of KM asanew management approach. Groundedina
literature review, it offers a map to the core areas that, at present, are
considered as contributing towards an effective knowledge management
function.

| nnovation and Competitiveness in a
Knowledge-Based Society

European Policies

Thedevel opment of aknowledge-based soci ety in Europeandthepreparation
of workersand citizensto deal withthenew challengesand opportunitieswere
discussed at the Lisbon European Council SummitinMarch 2000 (Lisbon
European Council, 2000). The Summit’sconclusionsoutline astrategy to
transformthe European Unionintothe*the most competitiveand dynamic
knowledgebased economy intheworld” by 2010, through being knowledge-
based and ableto guarantee asustai nablegrowth, with morejobsand greater
social cohesion.

Theprogresstowardsthisstrategicgoal wasreviewedinthe European Council
meetinginBarcelona(March2002). Several concernswereexpressed andthe
strategies to attain such agoal were revised. Furthermore, the Barcelona
Summit called on the Commission to draw up an eEurope Action Plan
focusing onwidespread availability of broadband networksthroughout the
Union by 2005 and actions on eGovernment, eLearning, eHealth and
eBusinesstofoster thedevel opment of new services. Thisledtothee-Europe
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2005 Action Plan, which puts “users at the centre”. It aims to improve
participation, open up opportunities for everyone and enhance skills (e-
Europe2005, 2002). To achieve such an objective, itiscrucial to provide
“opportunitiesfor peopleto participatein society and helptheworkforceto
acquiretheskillsneededinaknowledge-driven economy” (op.cit, paral).

Later, inthe Brussel sEuropean Council Summit (2003), thefollowingwere
defined aspriority actions: (1) raising employment and social cohesion(e.g.,
life-longlearning should bepromoted, and closer cooperationin enhancing
transparency about skillsstandardsacross Europeencouraged; alsoinvesting
inhuman capital isaprerequisitefor thepromotion of European competitive-
ness), (2) giving priority toinnovation and entrepreneurship, (3) connecting
Europeand (4) devel oping environmental protectionfor growthandjobs.

The same concerns and recommendations were already reflected in the
UNICE Benchmarking Report 2000. Thisreport recommendsto European
governments and companies, as apriority action, to increase the level of
innovationinEurope(a) toimproveattitudestowardscrestivity andinnovation,
(b) toreleasethefull potential of new productsand markets, (c) tofacilitatethe
creation and exploitation of knowledge and new ideas, (d) toimprovethe
knowledge and competence of people, and (e) to improvethefinancing of
innovation (UNICE, 2000, p. 7). Furthermore, the samedocument emphasi ses
that, in order to improve the employability of peoplewithin the European
innovation system, governmentsmust hel p devel op aworkforce capabl e of
meetingthechallengesof thefuture, must ensurethat individua shavesufficient
incentivetowork, obtainadditional skills, changework practices, accept new
responsi bilities, must encouragetheexpansion of theuseof high performance
work systemsthat support innovation, and companiesmustimprovetheskills
andabilitiesof their employees, particularly intheareaof innovation (UNICE,
2000, p. 38). The UNICE Benchmarking Report 2001 explores theimpact
of thenew economy on Europe’ scompetitiveness, stating that entrepreneur-
shipisthekey togrowth. It stressesthefact that the businessenvironmentin
Europeisnot assupportivefor thedevel opment of new companiesasitisinthe
US. Thereport concludes by saying that “if Europeisto beadynamic and
competitiveknowledge-based economy, it needsto haveastronger spirit of
enterprise, amorecompetitiveenvironment, aworld classknowledgeinfra-
structureand asoci ety moresupportiveof change” (UNICE, 2001a,p. 1). The
sameconcernsareexpressedinthedocument Lisbon Strategy: Status2003,
from UNICE. Theideathat entrepreneurship should befosteredin Europe
together withtheinsuranceof thehuman resourcesstrengthand efficiency is
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again stressed. Asamatter of fact, one canread (UNICE, 2002b, p. 6) that
“entrepreneurscreatenew sourcesof wealth, replaceoldinefficient firmswith
new innovativeones, and createnew jobs’ andthus* anentrepreneurial culture
and skills should be supported in schools and universities and among the
working population to encourageindividual sto becomeentrepreneurs’.

Tomeet thetarget agreed on by the European Council inLisbon (2000), itis
widely recognizedthatinnovationisthe* cornerstone’ of thestrategy (COM,
2003a). Andthisrecognitionisevidentintheeffortsof theEU initspromotion.
The creation of a (1) Trend Chart on Innovation in Europe that provides
collection, analysisand dissemination of informationoninnovation policiesat
national and EU level?, (2) European | nnovation Scoreboard, that presents,
annually, quantitativedataonframework conditions, thescienceand engineer-
ing operational environment, andinnovation behaviour withinfirms?, and (3) an
Innobarometer that is a survey of the framework conditions®, are some
examples.

Asseeninpreviousparagraphs, inorder to attainthegoal ssetintheLisbon
summit, that is, to transform the European Union into aknowledge-based
society, innovationisneeded. Innovationisacorecharacteristic of aknowl-
edge-based economy; itisasourceof competitivenessfor firmsandindustries
(whether small, mediumor bigenterprises). Innovation can: 1) taketheform of
inventionarising out of theresearch laboratory, 2) happen by takinganidea
from another business sector and adapting it for use in other production
processes or markets, 3) bethe search for new, untapped, market space, 4)
be the development of a new approach to a business (COM, 2003a).
Moreover, innovationisnot only theprovinceof research and devel opment
centres. It canbetechnol ogical but al so organizational (new waysof organizing
work inareassuch asworkforcemanagement, distribution, finance, manufac-
turing, etc., which can have apositive influence on competitiveness). The
drivingforceforinnovationcanbeexternal orinternal . Externally, oneidentifies
theenterprise’ soperating environment, the networksestabli shed with other
enterprises, themarket demandsand conditions, the customer attitudes, the
external inputs(technol ogy, cooperation networks, advice) andtheframework
conditions(market capital, support regulatory environment andflexible, mobile
and skilled humanresources). Asfor theinternal motivation, thereistheability
of theenterprisetorecognise market opportunities, itscapabilitiestorespond
innovatively, the education and training of the staff and the enterprise’s
knowledge base (COM, 2003a).
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Fosteringinnovationrequiresmorethan R& D centres. It needspeoplewiththe
right skills, initiativeand creativity. Andinthiscontext, theHigher Education
Institutions(HEI) play animportant roleintheinnovation process. They are
described as* sourcesof human capital and creativity, aswell asthemselves
bei ngthesourceof many innovationsand of theknowl edgethat underpinsmany
more” (European Commission, 20023, p. 13). HEI should beencouragedto
providehigh-quality trainingininnovation-rel ated matters(op. cit.). Further-
more, and asfar as SM Esareconcerned, they will remain animportant focus
oninnovativeeffort and of policy making. To helpinnovationtoemergein
SMEs, “linkswith HEI and businessservicesthat can assist SME’ schoiceand
implementation of innovations and the further development and
commercialisation of their ownideas, should befostered” (op. cit., p. 14).
SMEsneed assi stanceintheadoption of innovations, especially for thosethat
will “allow themto participateonamoreequal footing intheknowledge-based
economy, andinsomecasesachi eveentry to new marketsand moreindepen-
dencefromlarge-firm-oriented networks’ (op.cit., p. 14).

To sum up, one can see that the political thrust in Europe is towards the
development of a knowledge-based economy, in order to generate the
required innovation to promoteits competitivenesson aglobal scale. This
economy can only be attained through innovation (e.g., entering in new
markets, commercialising different products, improving busi nessprocesses).
SMEsplay animportant roleinthisactivity asthey represent animportant part
of theentrepreneurship capacity in Europe. But all theobjectivesestablished
intheLisbonsummitin 2000 canonly beachieved withthedevel opment of an
adequate workforce with the necessary skills and knowledge. As Pfeffer
(2002) notes, one crucial sourceand differentiating factor for competitive
success is employees and how they work. This author states that some
companies’ successesaredue, not to economiesof scale, but rather totheir
skilledworkforceandtheway they aremanaged; if competitivenessisachieved
through people, “thenthe skillsof those peoplearecritical” (op. cit., p. 67).
Andthisknowledge coul d beobtai ned by training/educationand throughthe
networksthat could be established among HEI and SM Es—theknowledge
obtained would help to foster the necessary innovation and help SMEsto
becomemorecompetitive.

SMEsplay animportant roleasa“ major source of job creation and entrepre-
neurial experimentation” (European Commission, 2002a, p. 118). Asamatter
of fact, one can read in the Communication of the European Communities
(2003b, p. 1) that “ Europe’ scompetitivenessdependsstrongly onitssmall
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businesses, which are akey source of jobs, abreeding ground for business
ideasand amain driver for entrepreneurship”. And thisroleiseven more
relevant, asmost of the EU employment isaccountedfor by firmswithlessthan
250employees(SM Es) mostly intheservices. Also, “ new businessmodel sare
emerging, from*virtual organisations’ tointegrated supply chains’ (European
Commission, 20023, p. 119). Thus, “enterprises should be encouraged to
explorenew businessmodels, bothintermsof their internal organisation, and
inrelationto participationinnetworksand valuechainsof variouskinds’ (op.
cit.,p. 119). Also, “ oneissuerel ated to organi sational innovationise-business,
theuse of thelnternet for marketing, financial transactionsand networking
more generally. Broadband penetration and mobile networking can only
acceleratetheincreasinguseof suchpotentials’ (op. cit., p. 120). Additionally,
moresophisti cated and speci alised waysof expl oiting knowledgeareemerging
andthus* new management skillswill beneededtorunthesecompanies, where
innovationwill bethenormal way of doing businessrather thanaperturbation”
(op. cit., p. 120).

The Creation of a Knowledge and Information
Economy: The Portuguese Scenario Concerning SMEs

As one can draw from what is stated above, the role of the SMEs in the
development of aknowledgedriven society and inthecompetitivenessof the
EUiscrucial.

Inthiscontext, and taking into account the central role knowledge playsin
European policiesfor the construction of aknowledge economy, we have
undertaken our research, trying to characterizethe Portuguesesituation and
thentoidentify thegoal sand strategiesdrawn up by the Portuguese govern-
ment, inorder to help Portugal movetowardsaknowledgedrivensociety. In
thefollowing paragraphs, theresultsof thisresearch areoutlined.

Accordingtodataavailableinthelnnovation Scoreboard 20024, “ Portugal’ s
currentinnovation performanceisbel ow the EU meanfor all indicators, but
trendsshow signsof catching up” . Asamatter of fact, “ Portugal scoresvery
high for trends in two indicators related to the information society: ICT
expendituresand homelnternet access” . However, thisreport al so statesthat
Portugal has*level sabout half thoseof the EU meanfor thesupply of new S& E®
graduates, tertiary educationandlife-longlearning” . Finally, onecanalsoread
that, “ thebusi nesssector isamong theweaker areasof innovati on performance
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inPortugal” . Summing up, themajor rel ativestrengthsof Portugal concernICT
expenditures and home Internet access, while the major weaknesses are
related to education, thedevel opment of ahighly skilled workforceand adult
participationinfurther education.

Lately, policieshavebeenintroducedto closetheexisting gap betweenthe EU
mean and Portuguese performance in this sector. On June 26, 2003, the
Council of Ministers of Portugal approved the Plano de Acgéo para a
Sociedade da I nformacao (Action Plan towardsthe I nformation Society),
stating that it would bethe* most important strategic and operational coordi-
nationtool of thepoliciesof the XVth Government towardsthelnformation
Society”®. Thisaction plan establishesgoal s considering theimpact of the
devel opment of theinformation soci ety onthecountry, thecompetitivenessof
itsenterprises, on modernization of publicadministrationand onthecitizens
quality of life, whileal sorecognising that Portugal occupiesalessfavourable
position, inthe European context.

Thus, according to the Plano de Accéo para a Sociedade da I nfor macao’,
totheProgramado XV Governo - The Programme of the XVVth Government
of Portugal® and to the Unidade de Misséao | novagdo e Conhecimento - Unit
of Innovation and Knowledge Mission®, the main Portuguese concerns
regarding the development of the information society and the knowledge
economy will addressfour objectives:

a) Toincreasetheeffectivenessof theeconomic systemandthecompetitive-
nessand productivity of Portugueseenterprises;

b) To increase the qualifications, competencies and knowledge of the
Portuguesepopulation;

c) Tocontributetothemodernization, rationalization, responsibility and
revitalization of thepublicadministrationand officia departments;

d) Toincreasethedynamicsof thecivil society throughthepromotionof the
citizens quality of life.

Theseobjectivesarethen devel opedinseveral linesof action. Itisnot our task
todetail all theactionsestablished by the Portuguese government to promote
thefull participation of Portugal intheglobal knowledgeeconomy; thispaper
highlightsonly thoseconcerning SMEs.
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Amongtheconcernsof the present government, asfar asthedevel opment of
thePortuguesel nformation Society isconcerned, itisrelevanttonotethat the
increaseinthelevel of qualification of citizensassumesahighpriority. Asa
matter of fact, oneof theactionlineswithinthe Plantowardsthelnformation
Society aims to promote the development of “new skills’. However, the
projectsexpectedto bedevel oped withinthisplanonly tackle: 1) thepromotion
of theeducation of Portuguese peopleconcerninginformationand communi-
cationtechnologies(ICT); 2) theintegration of ICTsintheeducationsystem
and 3) the promotion of digital products and services. They include wider
accesstothelnternet andincreased numbersof computersinschools.

Despitethe effort being made by the government to close the existing gap
betweenthePortugueselevel andtheaverageof theother European countries,
asfar asthelnformation Society isconcerned, after analysing thesegoalsand
lines of action we fear that the Portuguese vision of such goals is too
technologically oriented. Concernsarestill biasedtowardsthedevel opment of
infrastructures, bandwidth, accesscost tothelnternet, equipmentin schools
and numbersof homecomputers. Thereisno concernregardingthedevel op-
ment of the needed competenciestoliveand succeedinaknowledgesociety.
Weunderstand that thetechnol ogiesare necessary, but they becomeusel ess
if theuser doesnot understand why s’heshould useand benefitfromthem(e.g.,
connectingwith other people, establishing networks, gatheringinformation).
Oneway todevel opthiskind of knowledgeisthroughtrainingandqualification
(European Commission, 2002b). Asamatter of fact, “ qualificationsof their
staff and their professionalism” isthe factor most often mentioned when
explainingthecompany’ sstrengthininnovation, according to therepliesof
managersin 11 of the15 Member States. Portugal isoneof the1l. Butthere
is, apparently, agap betweentheneedsinthisfield and theeffortsdepl oyed.
Indeed, althoughtheimportanceof trainingisrecognised, Portugal isstill below
averageregarding enterprisesand businesstraining budgets. “ A considerable
high proportion of enterprisesin Portugal (15%) (...) did not devote any
working time to training efforts during the last year [2001]” (European
Commission, 2002b, p. 49). This survey also shows some features that
characterisetheprofileof enterprisesthat do not all ocateatrai ning budget to
their employees. Thesefeaturesare: enterprisesestablished for morethan 30
years, mostly intheconstruction sector, small and medium enterprisesand non-
exporting companies. Resultsal so show that, asfar asPortugal isconcerned,
inorder to bemoreinnovativeeffortsmust bemade*” to motivate staff at all
levels to acquire new competencies and to adapt to change” (European
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Commission, 2002b, pp. 52-53). It suggestsaneed for “ changemanagement”
in the policies within companies, towards amore pro-active participation
concerning futurechangesand amotivationto embraceinnovation (op. Cit).

Knowledge and Knowledge Work
M anagement

Knowledge — Some Approaches

Todefineknowledgeisnot aneasy task. Thisisacomplex and ambiguousterm,
whichhasgenerated widedebateintheliterature.

There are two philosophical perspectives that may be used to approach
knowledge (Newell, Robertson, Scarborough & Swan, 2002; Y ates-Mercer
& Bawden, 2002). Newell et al. (2002) refer to these perspectives as
structural and processual, whileY ates-M ercer and Bawden namethem as
scalar and cognitive models.

According to the structural perspective (or scalar model), knowledge is
perceived asa“discrete, objective, largely cognitiveentity” (Newell etal .,
2002, p. 3), susceptibleof being classified astacit (whichincludesjudgement,
“feel” and deep understanding, i.e., unarticul ated expertise and experience)
and explicit (knowledgethat isformalised and expressed —e.g., technical
drawings, policies, manual sof procedures, information existingincomputer
memories) (Nonaka& Takeuchi, 1995). Information and knowledgeareseen
as" closely related entitieswhich can betransformedinto oneanother, outside
humanmind” (Y ates-Mercer & Bawden, 2002, p. 20). An organization that
embracesthisperspectivewill develop knowledgestores(repositories) and
will try to capturethe organi zation’ sknowledge by software.

Under thisperspective, thereareanumber of frameworksdevel opedrecently
in order to help usto understand the types of knowledge involved in the
knowledgecreation processesand theconditionsunder whichthey areapplied
and created. Theseframeworksareknown by their authors’ names: Nonaka,
Spender and Blackler.

i)  Nonaka sframework (1994) —suggeststhat “ knowledge creation can
only occur atthelevel of theindividual” . Furthermore, Newell reinforces
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thisview, sayingthat “ Nonakastressesthat creativeindividualsneedtobe
supported in their endeavours and management needs to provide the
necessary context for suchindividual sto shareand createknowledge’
(Newell et al., 2002, p. 5).

i)  Spender’ sframework (1996, 1998) —“ wherecollectiveknowledgehas
aprominentrole, asitisthemost useful becausethisisatypeof knowledge
that other firmswouldfind difficulttounderstand and imitate” (Spender
guotedinNewell etal., 2002, p. 5). Theconcept of collectiveknowledge
canbemirroredincommunitiesof practice, well explored by Wenger,
McDermott and Snyder (2002).

i)  Blackler’ sframework (1995) —according to thisauthor therearefive
typesof knowledgeinan organization—embrained, embodied, encultured,
embedded and encoded knowledge, explained as:

“Embrained knowledge is knowledge that is dependent on conceptual
skills and cognitive abilities. Embodied knowledge is action oriented and
is only partly explicit. Encultured knowledge refers to the process of
achieving shared understanding through the development of an organiza-
tional culture. Embedded knowledge is knowledge that resides in systemic
routines. It can be analysed by considering the relationships between
technologies, roles, procedures and emergent routines. Finally, encoded
knowledge is information conveyed by signs and symbols either in manual
or electronically transmitted form” (Blackler, 1995, pp. 1025-5 quoted in
Newell etal., 2002, p. 6).

Accordingtothislatter perspective, knowledgeexistsat theindividual and
collectivelevel. Y et, “ different typesof knowledgedominatein different types
of organisations” (op. cit., p. 6).

Theprocessual perspective(or cognitivemodel) suggeststhat weshouldfocus
our attention on the processes or practices of knowing, emphasizing that
knowledgeissocially constructed and embeddedin practice. Thismeansthat
moreimportanceisgiventotheprocessof knowing and knowledgecreation
andthecontext that made possi blethiscreation, rather thantheknowledge per
se, seen assomething static or objective. Nonaka, Toyamaand Konno (2002,
p. 49) designatethiscontext asba, which means, “ ashared contextinwhich
knowledge is shared, created and utilized. (...) Ba is the place where
information isinterpreted to become knowledge” . In this perspective, the
author arguesthat a* substantial part of anindividual’ stacit knowledgewill
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awaysremaintacit, resistant toarticulationor codification”. And, “thistacit
knowledgeonly existsasconsciousexperienceand behaviour which arerooted
and manifest in processesof knowinganaction” (Newell etal., 2002, p. 7).
Furthermore, thecognitivemodel:

“ regards knowledge as something intrinsic to, and only existing within, the
human mind and cognition. Knowledge, being subjective cannot be directly
transferred or communicated from one person to another, but must be con-
verted into information first. Information is then regarded as the objective —
and then a communicable and recordable form of knowledge” (Y ates-Mercer

& Bawden, 2002, p. 21).

Anorganizationthat adoptsthecognitivemodel will consider that knowledge
residesinthemindsof itsemployeesand cannot be captured. Instead, suchan
organizationwill:

“implement knowl edge management largely by cultural means, by organizing
their physical space appropriately and by using appropriate communication
tools — thus encouraging and enabling staff to share knowledge. Examples
are: financial and other rewards for knowledge sharing; provision of well
appointedinformal meeting areas; encour aging face-to-facediscussionrather

than email communication” (op.cit., 2002, p. 21).

Thus, managing knowledge becomes managing peopleand theinteractions
amongthem.

Swan and Scarbrough (2002), based on an analysisof thenumber of articles
on KM published between 1990-2000 avail abl e at the ABI/InformProquest
database, concludedthat itispossibletoidentify twowavesconcerningthe
interest for thisemerging management approach. Thefirst onecorrespondsto
adominanceof thel T/IScommunity inthediffusionof KM, and generated“an
emphasisonknowledgecaptureand codification” (Swan & Scarbrough, 2002,
p.11) inparallel withthedevel opment and promotion of “knowledgetechnol o-
gies’ (e.g., datawarehouses, intranets, datamining). Asfor thesecondwave,
theemphasisisonsocial and behavioural concerns(e.g., thedevel opment of
“communitiesof practice”). Despitethisevidence, theseauthorsal so statethat
KM cannot be polarised between“ KM assystems” and“KM aspeople”. It
meansthat KM should beconcerned not only with thecaptureand codification
of tacit knowledge, but a sowiththecreation of |earning organizations—that is,
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the processthat enablesan organi zation to adapt to changeand moveforward
by acquiring new knowledge, skillsor behaviour andthereby transformingitsel f
(Hackett, 2002, p. 727) and organizational culture—that is, building, creating
and devel oping culturesand communities. Themainideaisthat thesetwo
perspectives, taken separately, represent apartial view of KM andthat:

“ Personnel professionals, organizational analysts, | T professionals and ac-
countants each have something to contribute to developing coherent and

workable KM practices” (Swan & Scarbrough, 2002, p. 12).

In turn, Davenport and Cronin (2000) consider that KM is being used
differently acrossdomains, with each claimingthat itspartial understanding
representsadefinitivearticulation of theconcept. ThesedomainsareLibrary
andInformation Systems(L1S), ProcessEngineering (PE) and Organi zational
Theory (OT).

TotheLIS, KM isseenasmanagement of know-how, which correspondsto
the*coding and classification of recorded material (content) embeddedin
artefacts, structures, systemsand repositories,” without trying to understand
how businessvalueisperceived and created. Inthe ProcessEngineering (PE)
approach, KM isperceived asthediscovery and extraction of valuethrough
existing processesthat aredisintegrated andre-compiled. This:

“... process approach does not do justice to the application of people's
competencies, skills, talents, thoughts, ideas, intuitions, commitments, moti-
vations and imaginations, in short, the realm of tacit knowledge” (op. cit., p.
2).

Inboth perspectives—L | Sand PE—knowledgeisseen assomething that can
be codified. Thus, both are incomplete, as other perspectives take into
considerationtheknowledgethat cannot be codified, or tacit knowledge.

However, thereisagrowingrecognitionthat the:

“ knowl edge of expertsisan accumulation of experience — a kind of residue of
their actions, thinking, and conversations — that remains a dynamic part of

their ongoing experience” (Wenger, McDermott & Snyder, 2002, p. 9).
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Asnoted, knowledgeissimultaneously tacit and explicit; each onedependson
the other'® (op. cit.). From a business standpoint, the tacit aspects of
knowledgeare oftenthemost val uabl e asthey consi st of embodied expertise
— a deep understanding of complex, interdependent systems that enable
dynamicresponsesto context specific problems.

Theimportanceof interactionandinformal learning processessuchasstorytelling,
conversation, coaching and apprenti ceship of thekind that communitiesof
practiceprovidefor sharing of tacit knowledge, justifiestheir importance.
(Wenger, McDermott & Snyder, 2002, p. 9).

Itisinthiscontext that thethird domain (OT) emerges, whereKM isperceived
asacapacity for allowing the organizationsto develop, to innovate and to
strengthentheir competitiveness. Thus, inthe OT perspective, KM isnot the
management of the knowledge resource but of the context in which the
knowledgeisused.

To sum up what has been discussed so far, KM cannot beregarded from a
single point of view — either seeing knowledge as susceptible of capture,
codificationandtransfer, or recognisingit asahumanprocessinwhichonly tacit
knowledge would make the difference — but should be understood as the
confluenceof several disciplinesand sciences, each contributingtowardsthe
definitionand comprehension of thisconcept.

Inlinewiththis, Little, Quintasand Ray (2002) havedefended that theinterest
for knowledgeasan areaof research and practicewithinthefield of manage-
ment hasitsoriginsinthe convergence of different perspectives, including
informati on management, organi zational learning, strategic management, man-
agement of innovation, and the measurement and management of intangible
assets. Thus, KM emergesasapluri- andinterdisciplinary area(op. cit., p. 2)
that hasavital rolefor organizations.

Moreover, Bontis(2002a, p. 20) definesK M as* how an organization makes
use of itsintellectual capital,” which embraces human't, structural*? and
relationship*® capital . Petty and Guthrie (2000, p. 4) strengthenthisperspec-
tive, statingthat:

“ Knowledge management is about the management of the intellectual capital
controlled by acompany. Knowledge management, asa function, describesthe

act of managing the object, intellectual capital.”
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Carlisle(2002) reinforcesthat KM ismorethaninformation management, by
specifyingthat:

“ It requiresthe pursuit of different types of objectives and the devel opment of
different types of resources, strengths, process capabilities and organiza-
tional structures” (op. cit., p. 123).

Tosummarisewhat hasbeensaidtill now, knowledgeisvery complex andits
understanding and management cannot bedonefromjust asinglepoint of view.
One should consider the multiple perspectives brought up by its history,
development and the contributionsof thedifferent disciplines.

Importance Of KM: Some Evidence

Since 1997, onecanwitnessanincreaseintheinterest for KM, manifested
throughthegrowthinthenumber of conferencesand publicationsaddressing
KM orrelated aspects(Little, Quintas& Ray, 2002). Thefirstinternational
conferenceto have KM asthemaintopicwasheldin September 1995 andthe
first periodicalsinthefield, including Knowl edge Management, Knowledge
Inc., Knowledge Management Review and the Journal of Knowledge
Management have been published from 1997 onwards. The publication of
journal articlesregarding KM rosefromabout 25 (1995) up to about 625in
1999 (number of knowledge management articleson ABI/Informdatabase)
(op.cit., p. 3).

At present, itispossibletofindadiversity of good examplesof eventsrel ated
to knowledge management. The “KM Europe 2003” (http://
www.kmeurope.com), the* CIKM2003—-12th Conferenceon Information
and KnowledgeManagement” (http://bit.csc.Isu.edu/~cikm2003/),“ TheFifth
European Conferenceon Organi zational Knowledgeand L earning Capabili-
ties” (http://www.uibk.ac.at/congress/oklc2004/), and “ The4th European
Conference On Knowledge Management” (http://www.mcil.co.uk/20-
eckm2003-home.htm) are only some of the them to take place during the
currentyear (2003).

Furthermore, other projectsand activitiesare being carried out in order to
devel op the management of knowledgein Europeandfoster innovationand
competitiveness. TheKnowledgeBoard (http://www.knowledgeboard.com)
isoneof thoseprojects. ThisistheEuropean KM Community, created withthe
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support of European Commission’ sinformation Society Technologies(IST)
Programme, which provided the framework for implementing athematic
network ontheareaof KM, and waslaunched in 2000, with representatives
from 13 European research projects; at present thisnumber exceeds40. At
present (July 2003) therearemorethan 4,000 individual sand 170 enterprises
contributingtothisnetwork.

Withinthiscommunity, someprojectsarebeing carried out. Thedevel opment
of the* European Guideto Good Practicein Knowledge Management” (http:/
/www.knowl edgeboard.com/cgi-bin/item.cgi 21d=109306) isoneof thosede-
servingmention.

The Knowledge Manager Profile

Competitivenessdependsnot onknowledgeper se, butintheaddition of value
whereitiscreated and appliedfor specifictasksand purposesandintheway
itisappliedto strategic organizational objectivesandto promoteinnovation
(Newell et al., 2002). Frequently, innovation is the primary purpose for
knowledgemanagement; it can only beaccomplishedthroughtheinvolvement
of peoplewithdifferent expertiseand experience, working together.

Itiseasy tofindintheliteratureexamplesof large corporationsimplementing
KM initiatives. Among thesearethe Ford M otor Company, Chevron, Texas
Instruments, Canadian Centrefor Management Devel opment, Health Canada
(Bontis, 2002b), Microsoft, Coca-Cola, Merck, Intel, and Skandia(Snyder &
Pierce, 2002).

Takingintoaccount that thelargemajority of firmsworldwidearesmall and
mediumones(SMEs) (EUROSTAT, 2002), why isit that theliteraturedoes
not offer asmany referencesto applicationsof KM inthissector?IsKM of any
relevanceto SMES?If so, aretheir KM needs anal ogous to those of large
corporations?

Onecouldarguethat thesolutionto KM liesineducationandinthetrainingand
preparation of aparticular kind of worker —theknowledgeworker. Asreferred
tointhedocument * Innovation Tomorrow,” fromthe European Commission
(2002a), education is central to the development of the knowledge-based
society.
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Furthermore, in the Innobarometer 200224, one of the main conclusions
expressedisthat managersattributetheir strengthininnovation mostly tothe
qualificationand professionalismof thestaff. M oreover, it should berecognised
that the biggest contributorsto GNP in Europe are the SM Es, who cannot
affordtheresourcestoformally “compartmentalizetheinformation gathering
and usefunctions, nor dothey havetheresourcestodeveloptheinfrastructure
necessary to accessand usetheinformation” (Rosenberg, 2002, p. 2). Itis
argued that these competencies should be developed by all employees,
regardlessof thedimension of theenterpriseinwhichthey areworking. These
would be called KM professionals, who, apart from having the general
knowledgeworker skills, should a so beequippedwiththeskills, capabilities
and competencies required to manage organizational knowledge assetsto
increase an organization’s ability to exploit knowledge as a resource to
“increaseproductivity, quality andinnovation” (Hackett, 2002, p. 727). Asa
matter of fact, innovationis® stimulated by, and createsrequirementsfor, a
skilledworkforce. (...) Skillsarerequiredtogenerate,implement, effectively
use, and generatenew usesfor innovations(organizationsaswell astechnol ogi-
cal)” (European Commission, 20023, p. 144).

Furthermore, firmsshould providetraining opportunitiestotheir employeesto
enhancetheir KM skillsandfoster anenvironment whereknowledgeiscreated
and disseminated through the organization (Zack, 2002).

Asoutlined in the previous sections, the recognition of the importance of
knowledgefor wealth creationinorganizationsandin society (Newell et al .,
2002, pp. 16-18), theriseof knowledgework in parallel with the correspond-
ing decline of traditional forms of work and the restructuring of work and
organi zationsasaconsequence of theuseand limitationsof informationand
communicationtechnol ogieshaveall brought totheforetheimportanceof KM
practices, both at theinstitutional and at country level.

Thissectiondescribesthecompetencies, skills, abilitiesand attitudesrequired
by aworkforceabletotake advantage of the opportunitiesbrought about by
theimplementation of knowledgemanagement to createand | everageintellec-
tual capital for businessperformanceand in public management (Wiig, 2002,
p. 225). Wewill concentrate onthosewho havetheresponsibility to perform
knowledgemanagement functionsiningtitutions, thatis, theKM professionals.
Neverthel ess, oneshoul d bear inmindthat thedevel opment of such competen-
cies, atevery level,isvital towork inaknowledge-based society and should
beagoal to be pursued by every knowledgeworker.
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Competencies and Skills For KM

Abell and Oxbrow (2001, pp. 105-126), in aresearch study completed in
1999 covering professionals that perform KM related jobsin avariety of
organizations—private (financial services, consultancy, lawyers, industry,
engineering and services) and public (Central Administration, health services,
education, police, etc.) inEuropeand USA, concludedthat therequired skills
and competencies fall within one of a set of three categories, namely: 1)
Professional andtechnical corecompetencies; 2) Organizational skills, and 3)
KM enablingskills.

Thefirsttworelatetoindividualsandthethirdrelatesto KM teams, commu-
nitiesand networksskills. Together, thesethree setsrepresent the competency
building blocksthat anindividual, group or organizationrequiresinorder to
possessKM capability. Each of thosesetsarebriefly explained:

i)  Professional andtechnical corecompetencies

They areacquiredthrough educational, professional or technical qualifi-
cations, training and experienceand refl ect personal attributes, prefer-
encesand background; usually they arecontinually devel oped. Generally
considered, they arenot the primary focusof KM approaches, although
itisessential that any knowledgeworker isableto maintainand develop
theseoccupational competencies. Quinn, Andersonand Finkelstein (2002,
p. 86) nametheseas* cognitiveknowledge’ or “ know-what”.
i) Organizational competencies

Thesearethemost frequently cited askey skillsfor KM teams. They are
also those required to apply professional or technical competencies
effectively andincludecommunication®®, negotiationandpersuasion'®. To
thesemay beadded facilitation, mentoring and coaching. Theability to
contributetowork teams, whereindividualshaveto play different roles
accordingto circumstancesfallsal sounder thisset of competencies. The
understanding of businessprocessesanditsinterpretationareat thecore
of thisset, astheindividual sneed to understand theval ueadding impact
of their contribution. Such capacity requires the ability to learn and
absorb, effectively, all aspectsof the organization’ sbusiness. Quinn,
Anderson and Finkelstein (2002, p. 86) name these competencies as
“advanced skills” (know-how) and “ systems understanding” (know-

why).
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ii) KM enablingcompetencies

Thethird KM skillsset relatesto the capacity to plan andimplement KM
approaches. Theemphasisontheseskillsmay changeasKM becomes
embedded in the organization. For instance, in theinitial phase of a
knowledgestrategy implementation, emphasi sshould beonthedevel op-
ment of corporate KM behavioursand processes, requiring astronger
input regarding human resourcesmanagement, theestablishment of busi-
nessprocessesand thedevel opment of management skills.

Thoseauthorshavea soidentified withinthisset of competenciestwokey areas
enablingKM:

*  Understandingtheknowledgeprocess, and

*  Changemanagement, whichincludestheability to: 1) identify thebenefits
of changefor theorganizationandfor individuals; 2) involvepeopleinthe
devel opment of ideasand thinking about direction; 3) identify barriersand
obstacles; d) understand theart of achievingthepossiblebeforetackling
theimpossible; e) influencetheorganizationa andinfrastructuredevel op-
mentsand, ) retainamissionary zeal for theprocess(Abell & Oxbrow,
2001, p. 118).

Furthermore, thecreation of valuefrom knowledgeand thei mplementation of
strategi esto attai ntheseobjectivesimply that all organizationsfromall sectors
expressaneedtoincreasetheir capability to defineinformationrequirements,
find, analyse, use, share, storeand createinformation. Thiscapability requires
aninformation-literateworkforce(ALA, 1989, 1998; Bawden, 2001; Webber
& Johnstone, 2001). Rosenberg (2002, p. 2) definesinformationliteracy asthe
“ability toknow wheninformationisneeded and then havingtheskill toidentify,
locate, eval uate, organizeand effectively usethatinformation”. Thismeansthat
duetothecharacteristicsof anuncertain and global environment and work
settings, anew kind of worker isneeded for contemporary organizationsto
competeandinnovate:

“ who haveto access, manage and use the vast amount of infor mation delivered
to them through multiple channels (e.g., phone, Internet, e-mail, printed
documents, Web-cast) in a wide variety of formats (e.g., video, printed,

electronic text)” (Cheuk, 2002, p. 2).
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Inthesecircumstances, information literacy must be part of the* skill set of

almost every employee who works with information” in abusiness or an
institution (Rosenberg, 2002, p. 3).

Mapping the New Professional Profile

KM isamulti- and pluri-disciplinary area. This has strong implications
concerning theeducation and training of thosewith competenciesto perform
theKM functioninorganizations. Asreferredtoabove, KM hasitsrootseither
inthe perspective of “KM assystems,” where knowledgeissusceptibleto
creation, codificationandtransfer, or intheperspectiveof “KM aspeople’
(Swan & Scarbrough, 2002, p. 11), where knowledge cannot be easily
extracted and recorded. Thefirst perspective hasevolved withthework and
research of thelibrariesandinformation sciences, together withthosecoming
from process engineering. The second perspective devel oped with those
comingfrom organizational theory, psychol ogy and sociology. Bringingthose
perspectivestogether allowsusto map KM. Furthermore, each perspective
stressesaparticular aspect of KM, contributing to adeeper understanding of
knowledge and its management. The proliferation of perspectivesand the
diversity of areas contributing to KM suggest that the professional profile
emerging should not be seen only from one, but shoul d beat the confluence of
thecontributingdisciplines.

Figure 1. Knowledge Management map in order to prepare the new
professional profile.

Organizational Knowledge

Organizational Context & Culture

for Knowledge Creation,
Knowledge Resources

(External)

Transfer and Utilization

KNOWLEDGE
MANAGEMENT

Areas of study for
acquisition of KM skills
and competences

KM Systems
(Process & Tools) Intellectual Capital

Innovation Management
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Figurelaimstobroadly sketchthelandscapeof domainsthat, inour opinion,
should beaddressedinany plan of study to convey KM competenciestothose
whowill beperformingknowledge management functions.

Inthesix areasof study every contributionto KM described aboveisbuilt
avoidingany of thepartial perspectivesreferredtoin 3. Thetopicscoveredin
each areaarebriefly explainedinthefollowing paragraphs. Theseareonly
illustrativeand by no meansan extensivelist of what hasto be addressed:

i)  Knowledge resources — the knowledge manager should be able to
understand how information and knowl edge resources—for example,
databases, Web-based and other informati on and knowledgeresources,
usually availablethroughlibrary andinformation services, arecreated,
organized, accessed andretrievedto enablehim/her tofully exploitall the
informationthat isbeingmadeavailable, bothinternally and externally to
the organization, which iscrucial to the decision making process by
everyoneintheorganization;

i) KM systems(KMS)—theseareseen astheenabling technol ogiesfor an
effectiveand efficient KM. AsMaier (2002, p. 20) states, thesetoolsand
systemsmust have

1) basicfunctionalities-for example, intranets(for communication; as
well asstorage, exchange, search andretrieval of dataand docu-
ments); CSCW - Computer Supported Collaborative Work -
(enablesreal-timecollaborationamong geographically-distributed
work group members); groupware (supportstime management,
discussions, meetings or creative workshops of creative work
groups), workflow management systems(support well-structured
organizational processesand handletheexecution of workflows);

2) IntegrativeKMS- support codification (to create cognitive catego-
ries, through whichthepersonmakessense), searchandretrieval -
for example, dataminingfor KM, CRM;

3) InteractiveKMS- support KM processes- for example, locating
expertsand buildingcommunities, e-business, ERP (op. cit., p. 20);
and

4) BridgingKMS- providecontextualized knowledgerepositories-

for example, portal's, decision support systems, CRM, ERP (op.
cit., 20).
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Generally speaking, KM Sareintended to organize, interpret and make
widely accessibletheexpertiseof anorganization’ shuman capital ; they
helptomaintainawell-informed, productiveworkforce(Leidner, 1998).

i) Organizationa knowledge—thenotionthat whileindividualslearn,so aso
do groups and organi zations, has gained wide acceptance in the last
decade (Bood, 1998, p. 210). Organizational learning occurs as
knowledge, acquired and devel oped by individual members,isembedded
inorganizational memory or pasted into theor ganizational knowledge
base (op.cit., p. 216). This draws on the idea that organizational
knowledge can bestored, retrieved and recollected. Karreman (2002)
pointsout that:

“organizational (collective) memory is socially constructed, culturally
maintained and dispersed, and as indeed is indicated by the concept of
knowledge management — a possible target for managerial efforts” .

Withinorganizational knowledge, competitiveintelligence(Cl) isalso
referred to as competitor intelligence, businessintelligence or envi-
ronment scanning (Bergeron & Hiller, 2002, p. 355). It coversnumer-
oussectorsof intelligence—competitor, technol ogy, product/service,
environment (ecol ogy), economy, legidation/regul ation, acquisition/merger,
customer/supplier, market, partner/collaborator, social/historical/politi-
cal environment and theorganization’ sinternal environment (Fahey,
1999); ClI's goal is to stimulate the organization’s creativeness,
innovativenessand willingnessto change. Social intelligence, whichis
the process by which a society, organization or individual scansthe
environment, interpretswhat isthereand constructsversionsof events
that may afford competitiveadvantage (Cronin& Davenport, 1993, p. 8),
fallsalsowithinorganizational knowledge. AsDavenport (2000) points
out, “ social intelligencehasreached maturity intheageof networks’ and
suggeststhat inaworldof virtual workplacesit may bedefined as“insight
whichisbased on coll ectiveunderstanding of work practices” (op. cit.,
p. 145) and can be used; project management and | earning how towork
professionally with othersarevital skillsfor everyonewho performs
knowledgemanagement functions.
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iv)  Organizational contextand culture- asalready stated, traditional sources
of success - product and process technology, protected or regulated
markets, accesstofinancia resourcesand economiesof scale- havebeen
inthepast the sourcesof competitiveadvantage. Thesehavebecomeless
important andwhat remainsasacrucial, differentiatingfactor, difficultto
beimitated/duplicated by competitorsistheorganizational cultureandits
capabilities. How people are managed, effectively motivated and the
effectsof thisontheir behaviour and skillsarebecomingvital (Pfeffer,
2002, pp. 62—66). Furthermore, as referred to above, knowledge
creationimpliesmorethaninformation codification. Itincludesthedevel-
opment of a“knowledgeculture” that canbetrans atedintothenurturing
of communitiesof practice (Davenport & Hall, 2002; Wenger, 1998;
Wenger, McDermott & Snyder, 2002), trust among people, rewards,
incentives, motivation (Hall, 2001) aswell astheestablishment of com-
muni cation channel sand organizational structure(Maier, 2002).

v) Intellectual capital —althoughknowledgecreation by businessorganiza-
tionshasbeen almost neglectedin management studies, itisnow recog-
nized asthemost important source of organizational competitivenessat
theinternational level. Theimportanceof intangibleresourcesinstead of
tangible ones for company value, gave rise to a growing interest in
devel oping methodsand tool sthat enablecompanies*to analysetheir
intellectual capital stocks’ and* organizational learningflows” (Bontis,
2002b, p. 623); intellectual capital includesthe human, structureand
relations, asmentioned above. Thisarea, withinaKM planof study, will
contribute to the understanding of the role of intangible assetsin an
organi zation and will address the measures and metricsto assess and
evaluatethel C.

vi)  Innovation management—knowledgemanagementfor S& T innovationis
thegoal of any organizationinorder toremaincompetitiveinarapidly
changingenvironment; for that effect, thosewho aregoingto performthe
knowledgemanagement function should beabletoidentify KM resources
tosupport aknowledgestrategy for technical/scientificinnovation, con-
tributetothewriting of adevel opment planfor aninnovativeproduct or
serviceinascientificor technical organization, searchfor development
funds, contributeto the strategic understanding of theregulatory and
standardsenvironment of scientificandtechnical organizationsandiden-
tify and eval uateknowl edge marketsopportunities.
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Theseareasof study should not be seen asindependent of each other, nor as
mutually exclusive. For instance, the devel opment of communitieswould
benefit fromtheuseof groupware; organizational learningwill needaculture
that encourages and stimulates peopleto sharetheir knowledge. All these
processeswill need knowledgeandinformation resourcesrepositories.

Theeducationandtraining of aK M professional should cover all thesefields.
Furthermore, it shoul d al sotakeinto considerationthedevel opment of compe-
tenciesand skillsidentified by Abel and Oxbrow (2001) jointly with those
concerninginfoliteracy.

Conclusion

Changeisat the core of businesslife as organizationstry to keep up with
continuously evolvingclients' tastes, competitiononaglobal scaleand shorter
product life cycles. Stimulated by the policies defined by the European
Councils, Europeistrying to devel op towards “the most competitive and
dynamicknowledge-based society intheworld, by theyear 2010” . Portugal
isnot anexceptionandinthelast threeyearssome projectscametofruition,
namely the creation of the Unidade de Misséo I novagao e Conhecimento,
together with the setting up of the Plano de Ac¢éao Sociedadeda I nfor macao.
Theeffort thatisbeing madeisrecogni zed but someshortcomingsareidentified
—for exampl e, theadoption of atechnol ogical perspective of aknowledge-
driven society andtheunder- devel opment of therequired competenciestolive
and succeedin such anenvironment.

Toattainthegoal sconcerninginnovationand competitiveness, itisnecessary
torecognizetheimportance of intangibleresources, such aspeopleandtheir
expertise, andto devel op new capabilitiesand competenciesby thegeneral
worker aswell asby theknowledgemanager specialist.

The broad areas of study required to train the KM professionals include
knowledgeresources, KM systems, organi zational knowledge, organi zational
context and culture, intellectual capital and innovation management. The
devel opment of adequate competenciesof such professionalscould bethe
basisfor astrategy to hel p Portuguese SM Esto catch up with other European
countries.
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Endnotes

1 http:/ftrendchart.cordis.lu
2 http://trendchart.cordis.|u/Scoreboard2002/index.html
3 http://www.cordis.|u/innovation-smes/src/innobarometer.htm

4 http://trendchart.cordis.lu/Scoreboard2002/html/eu_member_states/
country_performances/country_pages/portugal_page.html

5 Science& Engineering

6 http://www.portugal .gov.pt/pt/Consel ho+de+Ministros/ Comuni cados/
20030626.htm

" http://www.portugal .gov.pt/pt/Consel ho+de+Ministros/Documentos/
20030627_PM _SInformacao.htm

8 http://www.portugal .gov.pt

°  http://www.umic.pcm.gov.pt/UMIC/. ThisUnit hasbeen created by the
XVth Government of Portugal withtheobjectiveto set atransversal and
integrated perspectiveof all theactivity of the Government aswell asthe
operational and politic articul ation among Governmental membersin
order to attain thegoal sestablished in theLisbon Summit, in 2000.

10 “Evenexplicitknowledgeisdependent ontacit knowledgeto beapplied”
(Wenger, McDermott & Snyder, 2002, p. 9).

11 “Humancapital isthestock of knowledgethat existsat theindividual level
inanorganization” (Bontis, 20023, p. 24). Itincludestheknowledgethat
residesinthemindsof employees(tacit knowledgeanddifficulttocodify
andtransfer) aswell asthefirm’ sprocesses, strategiesandtactics(op.
cit.). Accordingto Sveiby, “Human capital istheaccumul ated val ue of
competence, training, skillsand knowledgeresiding withinorganizational
members’ (Snyder & Pierce, 2002, p. 477).

12 Bontis(2002a, p. 24) describesstructural capital, asthe” ... Knowledge
embedded inthenon-human storehousesand routinesof organi sations.
(...) Consistsof themechanismsand structuresof the organi zation that
can hel p support employeesintheir quest for optimum performance”.
Structural capital, alsonamed*” organizational capital”, includesall forms
of intellectual property aswell astheknowledgeembeddedintheroutines
of thecompany, such asorganizational or operating systems(Snyder &
Pierce, 2002, p. 478).
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13 Relationshipcapital “ ... Comprisescustomer and supplier rel ationships,
knowledge of market channelsand an understanding of the impact of
governmental or industry association” (Bontis, 20023, p. 24). Customer
(relational) capital isthe value derived from connections outside the
organization; itincludesreliablesuppliersandloyal customers(Snyder &
Pierce, 2002, p. 478).

14 http://lwww.cordis.|u/innovation-smes/src/innobarometer.htm

15 Represent the ability to express oneself clearly to explain complex
situationsor thoughts, to get one’ spoint across, listening, understanding
and being aware of theneedsof one’ saudience (Abel & Oxbrow, 2001,
p. 116).

16 Consistsof theability toinfluenceand will determinetheability to act
effectively (Abel & Oxbrow, 2001, p. 116).
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