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Astract

The aim of this paper is to review the current knowledge
management (KM) practices and their importance in the
public sector of Saudi Arabia. Using the term “knowledge
management in public sector”, a search for available works
was done in Google Scholar. In the first stage, the search for
literature published under anytime choice was done in the
first 10 pages of the search engine. Then another nine pages
of Goggle Scholar were searched for more recent works
published setting the time as 2014 to 2018. The search
yielded 37 usable works for this review. The results of this
literature search and review indicated that out of the 37
works reviewed, only three works were related to Saudi
Arabia. Number of papers on factors of KM were maximum,
many of them giving diagrammatic presentation of their
results. KM modelling itself is not easy as only very few
papers on KM modelling were available. Problems of too
much reliance on qualitative data and hypotheses not
matching with the literature backgrounds for them were also
found. Considering the works related to KM, the number of
papers in various categories may indicate the dimensions of
KM to be considered when KM is implemented or evaluated
in any public sector of any country. This applies to Saudi
Arabian public sector organizations also. There is a fertile
ground of research waiting to be investigated by researchers
in Saudi Arabia.

Keywords: Knowledge Management, Saudi Arabia, Public Sector

1. Introduction

In the new globalized economy both challenges
and opportunities exist for private as well as public sector.
Adoption of new management methods is required to
address these challenges. Knowledge Management (KM)
provides the opportunity for this. According to Milovanovié¢
(2011) knowledge of an organization is unique, valuable,
difficult to imitate and is a derivative of the organization’s
history, structure and culture over time. Social and
technological components constitute the total KM system.
In a structured review, Massaro, Dumay, and Garlatti (2015)
contended that in spite of its growing importance, public
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sector KM has few specialists in research. Researches on
international cooperation and comparisons of KM are very
few. There is highly focused research in some geographical
regions and some selected topics. This prevents a balanced
view of KM in a generalized perspective. Stakeholders and
accountability of public sector KM practitioners are
different from those of private sector. Connection between
research and practice need to be improved by adopting
suitable research methodology.

In this background, the aim of this paper is to
undertake a structured review of KM in public sector and its
importance.

Method

This study has adopted the content analysis is a

flexible research method, it is a research tool to determine
the presence of certain words or concepts within some given
qualitative data.
(i.e.text) researchers can quantify and analyse the presence,
meanings and relationships of such certain words, themes,
or concepts. Using the term “knowledge management in
public sector”, a search for available works was done in
Google Scholar. In the first stage, the search for literature
published under anytime choice was done in the first 10
pages of the search engine. Then another nine pages of
Goggle Scholar were searched for more recent works
published setting the time as 2014 to 2018. The search
yielded 37 usable works for this review. The results of this
literature search are given below.
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Results

The distribution of reviewed papers on topics discussed in
this paper is tabulated below-

Topic No of papers
Introduction 2

KM and e-government 1
Other dimensions 12

KM stages and elements 1

KM models 1
Factors and their models 20

Maximum number of papers were re extremely
important, but in the absence of varied models of KM itself
(only one paper on KM model), relevance of factors may
keep on changing as contexts change even in one scenario.
The problems relate to the application of various
dimensions of KM are also similar. Those topics require
immediate research prioritization.

Dimensions and factors of KM in public sector

Many of the works discussed under this section
were done on public sector organizations in different
countries. But the findings are more generally applicable.
Hence they are discussed with respect to dimensions and
factors of KM.

KM and e-government

KM was linked to e-government in the case of
public service organizations by Arora (2011). KM with ICT
strategies facilitate e-government. KM provides the
strategic component of e- government for managing its e-
content. KM in e-government improves the competence of
the government. It helps to raise the service quality. Time
and cost-effectiveness are important when KM is used in e-
government. The relationship between the two were
explained diagrammatically by the author is reproduced in
Fig 1.

Figure 1 Relationship between KM and e-government (Arora, 2011)
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Other Dimensions of KM

A resource-based view was utilised by Pee and
Kankanhalli (2016) to explain KM in public sector.
Interaction of physical resources of KM with organizational
and human resources, the effect of KM in improving
effectiveness of public sector, increase of physical KM
resources by senior management and suppression of KM
resources by organizational structure were identified as
interacting factors affecting KM in public sector.

In a doctoral thesis work, Alhamoudi (2010) noted
that knowledge management (KM) involves creating value
from intangible assets of the company. Knowledge is an
intangible asset of the company created through learning
processes through its pool of talented employees. Internal
leverage within its employees leading to knowledge built
into its structure and systems. External leverage occurs on
its customers and other stakeholders. The author adapted
Balanced Score Card (BSC) system into a Knowledge
Management Balance System (KMBS). Using a multiple
case approach involving a survey and semi-structured
interviews on all the 238 public sector organizations under
Institute of Public Administration. As result, 13 critical
factors were identified to be important for the success of
strategic KM success. These were categorized into four
groups, viz. KM strategy and vision, communicating and
linking of current knowledge, actual strategic plan, feed-
back and needs to learning for more knowledge. A
conceptual model of Strategic Knowledge Management
System (SKMBS) was proposed and a roadmap to obtain a
framework was also proposed.

In his work, Wiig (2002) observed that in public
sector, different roles of KM are handled by their different
constituencies. All these combine together to become the
intellectual capital of the society for the ultimate benefit in
terms of effective public decision making and handling of
situations. Four areas of importance in KM of public sector
are: enhancing internal decision making; enhance effective
public participation in public decision making, making
societal IC capabilities more competitive and developing a
competitive work force, which is knowledge-based.

Organizational culture (sharing and individualism),
structure (information confidentiality, communication flow)
technology (ICT knowhow, infrastructure, and tools),
human resources (posting, training, staff turnover) and
political factors were correlated with knowledge assets and
transfer in public sector organizations in the studies of Omar
Sharifuddin Syed-Ikhsan and Rowland (2004). Noting that
adoption of KM itself is an organizational change, Riege
and Lindsay (2006) highlighted the importance of
stakeholder partnership in KM of public organizations

through roles in public policy development, stakeholder
management and communication strategies.

According to Cong and Pandya (2003) public
sector can learn and adapt successful KM methods from
private sector. The authors listed and discussed the need for
KM in public sector as the role of KM in enhancing
competitiveness, increasing competition from private sector
for those products and services hitherto offered by public
sector only and harnessing and retaining the high level
valuable knowledge of the large number of retiring
employees. People, technology and processes were
discussed in terms of generic framework of KM in public
sector. A more developed KM was noticed in public sector
compared to private sector by McAdam and Reid (2000) in
their Irish work.

The same authors (McAdam & Reid, 2001) also
compared KM in small and medium enterprises (SME) and
large organizations. Surveys and workshops with both types
of organizations showed that KM is more advanced in large
organizations. KM is understanding and implementation for
organizational development with both scientific and social
elements in the large organization sector. In the case of
SME sector, KM was less advanced as their approach to
knowledge was more mechanistic approach and there was
lack of investment in approaches and systems specifically
related to KM. In another Singapore study on KM in SMEs,
Menkhoff, Wah, and Loh (2016) used a case study of a
small intelligent pest control firm, which made use of
development grants of the government effectively. Such
grants were meant to transform the SMEs towards official
IT-related development strategies. The pest control firm
used Enterprise Resources Planning to connect its
operations with customers facilitated by knowledge flows.
To achieve success, nine knowledge gaps were identified
and were addressed systematically by the firm.

Noting that effective knowledge management has
become a necessity in today’s knowledge- based economies,
Omotayo (2015), in a review, reiterated that KM is required
for organizational survival, profitability and performance in
such an environment. It is necessary to pay full attention on
the three critical components of KM: people, processes and
technology for good leverage of knowledge. KM can
provide the basis of identifying the factors of successful and
failed IT outsourcing in public sector. Knowledge drain can
be prevented. These observations were made by Beyah and
Gallivan (2001).

In a historical sense, traditional government has
transformed into e-government and then to open
government. This has resulted in creation of a lot of open
public data. Recent trends in changing public administration
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to make them more efficient and effective resulted in e-
government and further to open government. The situation
warrants solutions using re- engineering in knowledge
recovery and management, especially due to the semantic
dimension of such data. A detailed discussion with images
on this topic has been provided by Theochari and Tsihrintzis
(2016). Such a change required suitable infrastructure,
communication technology, inter-connected and inter-
operable  information  systems and  processes.
Internationalization of e-government/open government
requires collective wisdom achieved through international
sharing of best practices. Employees leaving an
organization do not leave their knowledge gained through
experience. It results in lower quality, wastage of time,
reduction of efficiency and poor public image. The success
of the whole system depends, among other things, on KM.
KM involves discovery of methods to identify sources,
extraction, use and distribution of knowledge.
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KM stages and elements in stages

In their work on KM in Albanian firms, Margilaj
and Bello (2015) reproduced the maturation guides of KM
steps (Robinson et al 2006, as cited by Margilaj & Bello,
2015) (Fig 3), elements involved in KM programme stages
(Parlby, 1999, as cited by Margilaj and Bello (2015), and
critical success factors suggested by various authors. The
critical success factors are: organizational culture,
organizational  structure,  organizational  strategy,
management leadership, management of human resources,
information technology and monitoring and measuring
systems.
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Figure 2 Stages in maturation of KM (Margilaj & Bello, 2015)

KM models

According to the works reviewed by Theochari
and Tsihrintzis (2016), KM is applicable in a variety of
administrative situations such as: need for specific skill or
expertise, experience in solving some specific problems,
matching the ability of a person with the job requirement,
matching training programs of employees with their
identified training needs and knowledge withheld in certain
individuals. Value of KM lies in decision making, resource
autonomy and learning. The main issues related to KM in
public sector are: identification of the knowledge

requirement of the organization addressing knowledge gaps,
organizational change to a culture of policy changes when
required, appropriate technologies, methods to identify
sources and organizing knowledge, collaboration methods
and tools, evaluation of tools for their effectiveness and
decision support systems. A KM template presented by the
authors is reproduced in Fig 8. Thus creation or sourcing
knowledge, modification if required and using it for the
organizational needs are the main steps. Translation,
archiving or disposal are other steps.
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Figure 3 KM template (Theochari & Tsihrintzis, 2016)

Information collected from literature has led inseparability and interdependence of people, content,
Theochari and Tsihrintzis (2016) to propose a structure of technology and their interfaces are shown.
the KM system, reproduced in Fig 9. In this system, the
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Figure 4 Structure of KM system (Theochari & Tsihrintzis, 2016)
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The KM system consists of seven layers as shown
in the reproduced Fig 10 from Theochari and Tsihrintzis
(2016). The authors used SPARQL Query tab of the Protégé

User interface layer

Authorized access layer
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Knowledge enabling
application layer
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Repositories layer

support :
security, firewall, tunneling

= LAN’s
» WAN’'s
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4.2 to model and extract knowledge in an e-government
system. The accuracy and consistency of the ontology were
tested using HerniT provided by Protégé.

browsers

authentication, identification,

intelligent agent
Personalization
quest

= content

Knowledge sharing environment
Process automation
Imaging tools

= Communication support

e Collaboration software
= Data bases
* Warehouses — data mining

Figure 5 The 7-layer system of KM (Theochari & Tsihrintzis, 2016)

Some factors/components of KM have been
variously listed by different sources. A list of seven
components in Knowledge Management (2011) is given
below-

1. A strong link of KM programs to a business imperative
like value proposition, faster time to market new products,
enhanced customer service etc. A good measurement
system should be in place to evaluate the effectiveness of
this link.

2. A good attractive vision and framework to connect with
sources of building knowledge to achieve a common
language and accelerate change. The key elements of
knowledge and core processes of increasing the value of
knowledge to contribute to the organizational performance
are defined here.

3. Knowledge leadership. There should be a knowledge-
expert to lead the KM processes supported by top

management. Knowledge itself develops
qualities in individuals in the entire organization.

leadership

4. A knowledge-creating and sharing culture. There should
be an organizational culture of knowledge creation and
sharing. This culture empowers individuals. It should
support informal networking. Knowledge sharing across
organization and geographic boundaries need to be
encouraged.

5.Continuous learning. Learning should occur at all times
and at all levels. Employees should be encouraged to ask
questions, to challenge, discuss and to learn. Mutual
learning between teams should occur. Both successes and
failures are learning opportunities for the organization.
Learning needs to be shared wherever required.

6. Systematic organizational knowledge processes and
practices. The importance of KM is recognized when there
is a framework to identify important knowledge relevant to
the organization and processes to capture and diffuse them
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across the organization in a structured manner. It should be
possible to easily identify and access sources of knowledge,
whether in human brains or in databases.

7. A well-developed ICT (information and communications
technology) infrastructure. Although KM does not require
ICT specifically, it facilitates collaboration works if there is
200 ICT infrastructure, information databases, communities
to practice the acquired knowledge through discussion
forums or networking. A good software and tools to support

individual knowledge workers are essential. Information
systems meant for KM needs to be accessible and easy to
use from multiple locations while maintaining essential data
security.

Using multi-case study, Akhavan, Jafari, and Fathian (2006)
found some critical success factors, with varying levels of
implementation in the firms studied. This is reproduced in
.Fig2

[N : =L -
Critical success factors of - 'j £ s
= = = ¥
knowledge management systems H :; E 2 § = E
- oy — ":fJ L
(main concepts) S s| E|2| S| 2=
=z 2| E|T| 22
= = ==}
fas] =
T 1111 . - c f | | / /
raining programs N[ V|V N
Knowledge architecture YRR ERE
ge 2 MEER
Network of experts EREREE
- : ' I
Knowledge sharing R RN,
Transparency v
- T ] T
Knowledge strategy N v R
Trust R
— 7 . T
Organizational structure vV [ v [
Business Process Reengineering (BPR) \
. T
Pilot v [
Knowledge storage EEERARAE
Knowledge capturing N v [
. . == 7 7
Knowledge identification A <
- . T
Knowledge audit R
organizational culture VIV N[V Y
Support and commitment of CEO wr w'l \l'l

Figure 6 Critical success factors of KM (Akhavan, Jafari, & Fathian, 2006)

Four categories of success factors of KM were
identified by OuYang, Yeh, and Lee (2010) based on a
systematic review. These categories are: organizational
factors, individual factors, KM capability and
organizational performance. Items under each category are
also listed. The master thesis of Mathi (2004) listed culture,
KM Organization, strategy, systems & infrastructure,
effective& systematic processes and measures.

Human and social factors were identified as important
factors of KM by Thomas, Kellogg, and Erickson (2001).
Kozjek and Ovsenik (2017) considered factors like value
added per employee affected by motivation by performance
assessment, training, ease of using technical tools, example
set by superiors also as factors of KM. The authors provided
a table of the link between factors and elements of
knowledge reproduced in Fig 4.
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Enowledge factor Enowledge elements

Factor 1: Management leadership and support Teamrwork

Management support and commitment to the goals
Transparency, trast and organizational culture

Factor 2: Organizational culture Climate in the organization

Organizational stracture

Cooperation and conununication

Aswareness and understanding of employvees

Factor 3: Information technology Diatabase and technological tools for knowledge searching,

Information infrastmcture

Factor 4: KM strategy Company’s openness for implementing KM strategy

Knowledge management

Administrator of knowledge

Knowledge and measurement of knowledge

Facrtor S: Performance measuring Benchmarking

Teamwork and problem solving (measuring the effectiveness of
cooperation on challenges)

Factor 6: Infrastoructure of the organization Documentation of knowledge

Knowledge exchanging
Repositories and transmission of knowledge
Factor 7: Processes and activities Architecture of knowledge

Systematic approach to KM
Creating knowledge

Factor 8: Rewarding and motivation Human resources management and motivation
Enowledge and winning organizations

Factor 9: Elimination of restrictions Job security

Factor 10: Training and education Contimons leaming
Training and education of employees

Factor 11: Human resources management Flexible and dynamic organizational structure
Change management

Factor 12: Comparative analysis KM mitegration with existing systems

Measurnng performance
Structure of knowledge

Figure 7 Link between factors and elements of knowledge (Kozjek & Ovsenik, 2017)

In a comprehensive review, Sedighi and Zand (2012), of them conform to the findings of majority of workers,
gave a diagrammatic presentation of internal and external which have been already discussed above.
factors of KM, as reproduced in Fig 5. Sub-factors of the
internal and external factors have also been tabulated. Most

External
(Enwvironmental Factors)

e
Internal
(Organizational Factors)

Figure 8 Internal and external factors of KM (Sedighi & Zand, 2012)
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MeCTIP model and benchmarking KM were used
(Moffett & Walker, 2015) for identification of opportunities,
limitations and gaps of implementation in UK public sector.
A large survey of UK public organizations was done. Six
categories of KM- beginners, laggards, non-viewers,
emergers, progressors and achievers were identified
progressively. Interviews with participants selected from
each category were used for further elucidation of their
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current KM practices, which led to the categories they
belonged to. The MeCTIP framework in Fig 6 reproduced
from Moffett (2015) considers two macro-environments,
organizational and internal technical climate. Each of these
can interact in technical, informational and personal process
environments.

External Internal

5 B P3 gnicm
*_ | Orgnal
Macﬁ Climate G i}
Environ@ s l

= P5

P2 ™\ -

Internal
Technical
Climate

P8

KM MeCTIP

Process Model

@ij];@

Personal

X

Figure 9 KM MeCTIP model (Moffett, 2015)

In a study using survey of different stakeholders of
Indian public sector oil companies, Desai and Rai (2016)
observed that KM can facilitate collaborative decision
making in the case of both long term and short-term issues
of downstream supply chain management. Based on an
analysis of the questionnaire responses, the issues were

classified as highly critical moderately critical and
moderately critical issues. Their conceptual model is
reproduced in Fig 7.
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Database
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Figure 10 Conceptual model of KM for supply chain management in public sector (Desai & Rai, 2016)
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Social software is used by global enterprises for global
KM dimensions. When social technologies are used in
globally distributed scenarios, both organizations and
individuals face several barriers, which have not been
identified in current KM literature. Based on a survey of
literature, Pirkkalainen and Pawlowski (2014) identified 63
challenges across various disciplines. These challenges can
be categorized into organizational, cultural and technical in
nature. The relevance of any of the barriers is highly
context-dependent, some of which are likely to occur more
commonly than the others.

Many other authors have listed one or more of the
above factors discussed above Fig 1 and Table 1. They
include Lindner and Wald (2011), Creech (2005),
Milovanovié (2011), Crnjar (2014), Choy and Suk (2005),
Valmohammadi (2010), Samad, Kazi,and Raheem (2014),
Lee, Kim, and Kim (2014) and Wong and Aspinwall (2005).

Conclusion

Out of the 37 works reviewed, only three works were
related to Saudi Arabia. Number of papers on factors of KM
were maximum, many of them giving diagrammatic
presentation of their results. People, Processes and
technology are identified as three critical components of
KM. Also, organizational culture, organizational structure,
organizational  strategy, = management  leadership,
management of human resources, information technology
and monitoring and measuring systems are all critical
success factors to take under consideration.

KM allows various organizations to conquer multiple
challenges and provides many benefits for the public sector
for example KM improves the competence of e-government
managing e-content. Senior managers and overall
suppression of KM in organizational structures also affects
KM in public sectors. We also reviewed four areas of
importance in KM of public sector: enhancing internal
decision making; enhance effective public participation in
public decision making, making societal IC capabilities
more competitive and developing a competitive work force,
which is knowledge-based. According to a large survey
conducted in the UK public sectors. Six categories of KM
were identified beginners, laggards, non-viewers, emerges,
progresses and achievers were identified progressively.

Problems of too much reliance on qualitative data and
hypotheses not matching with the literature backgrounds for
them were also found. The main issues related to KM in
public sector are: identification of the knowledge
requirement of the organization addressing knowledge gaps,
organizational change to a culture of policy changes when
required, appropriate technologies, methods to identify

sources and organizing knowledge, collaboration methods
and tools, evaluation of tools for their effectiveness and
decision support systems.

Based on our research we recommend conducting a
large survey in Saudi Arabia to identify KM opportunities
and limitations in public sectors.
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