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Abstract

To succeed in today’s fast changing world, companies specifically operating in a high
knowledge-intensive industries must continuously innovate and improve. In this regard,
firms worldwide are quickly raising their awareness of the significance of the role of
knowledge management (KM) in the innovation process. Many successful companies have
already achieved excellent results in the KM implementation, and thus have learnt how to
bring innovation to their organizations. However, there is no universal approach to KM,
and obviously any company first has to start with the exploring the obstacles to innovation.
Therefore, the purpose of our study is to identify the major barriers to innovation in Bl
Group construction company, as identified in the literature, and to compare and contrast
them with the ones that emerged from the sampling of employees’ opinions. The focus of
the research is knowledge creation, capturing, dissemination and its use within the
company. Several frameworks to externalize tacit knowledge, existing knowledge
management models, and strategies are carefully studied and presented in the literature
review. As a result, special KM cycle for Bl Group is designed and thoroughly explained. It
involves seven stages — Event, Capturing, Coding, Validation, Sharing, Accepting, and
Usage. The methodology of the research also included online survey which was conducted
among Bl Group company’s employees. It aimed to identify employees’ opinion about KM
and its current stage of development in the company. The results of it can be found in the
Major findings and suggestions to Bl Group section. The study is significant for the
development of KM in Bl Group company. The results bring practical value and outcomes
can be systematically applied in practice.
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1. Introduction

The invention of a new idea is exciting but it only becomes important when it can be
actually brought to the market. Innovation is the process through which new ideas lead to
the creation of a new product, process or service. Innovation involves creative thinking to
generate new value and to bring about significant changes in society.
Innovation is important to organizations because it allows them to find competitive

advantages in the marketplace.

Today we are clearly in the middle of an innovation bubble. Everyone is in favor of
innovation. Companies, organizations and governments claim to be fostering and
promoting innovation, in an attempt to make themselves appear to be modern, while their

actions are not consistent with their words.

Innovation is of course difficult and liable to fail. Lack of leadership, inadequate
infrastructure, property rights and many others can get in the way of great ideas. The study
of the barriers to innovation has identified five key areas as the most formidable obstacles
to innovation (IBM 2006):

1. Inadequate funding
Start-up funds can help innovators move their ideas along. Getting the seed money for an
innovation to survive however often means taking money away from an established

program.

2. Risk avoidance

No progress is made without calculated risk taking. Innovation can be nurtured rather than
killed in an environment that balances realistically risks against benefits. But since
organizations know that innovation is risky, they often run away from it by constantly
finding the things that could go wrong.



3. Silo mentality

Organizations create boundaries between departments (silos), assign responsibilities and
put rules in place. By nature, innovations tend to cross boundaries leading to natural
internal organizational conflicts. As a result, often innovations that might benefit the whole
enterprise are killed by departmental units that do not benefit themselves.

4. Time commitments

Time is a scarce and precious commodity for organizations as it is directly related to
productivity. While time spent on innovation is essential for success, it is difficult to prove
that such an investment would pay off in a timely way or at all. Many organizations restrict
employee time spent on new ideas thus handicapping the timely appearance of innovations

in the market.

5. Incorrect measurements

For many organizations, revenue, profits and market share are the only measurements used
to identify success. These are easier to quantify than intangibles such as reputation,
intellectual capital, market leadership etc. that make major contributions to the true value of
an enterprise. Most innovations that matter are difficult to explain in terms of return on

investment.

This is not of course the full set of barriers innovations can face; indeed, the five obstacles
above are not necessarily universal or complete. The creativity of a specific organization

may face obstacles that are different and perhaps more specific.

In this context, the objective of this project was to identify the major barriers to innovation
in Bl Group construction company, as identified in the literature, and to compare and
contrast them with the ones that emerged from the sampling of employees’ opinions. The
focus of our project is the Bl Group, a leader of the construction sector in Kazakhstan.

After two decades of successful operation, the company has earned a high reputation as a



reliable partner that implements the construction of residential and commercial real estate,

industrial, civil, transport and social infrastructure.

Although top- and senior-level management at the Bl Group constantly emphasize the
urgency and significance of innovation and put a lot of effort into establishing related
business processes within the company, people are inactive, and the acceptance of new
initiatives by employees leaves much to be desired. During an initial formative meeting and

interview with the leadership of the group, the following barriers were recorded:

* Even if some employees support innovation, there is an issue of “reinventing the wheel”.
Since the group consists of three big holding companies with multiple divisions in each
holding, employees are often unaware of each other’s improvements and activities. They
might invent new practical approaches without being aware that these particular
approaches are already used in different parts of the organization. Thus, the employees

might spend huge amount of time and effort in vain.

» Employees are not very motivated to accept new ideas. This embraces management
questions of how to effectively communicate good ideas in order to make people get
interested in them. Precisely, there is the issue related to getting people familiarized with
new information. New approaches and ideas are distributed in the company through
various network and social media channels, but it appears that employees simply do not

read these messages for different reasons.

After the initial interview with the leadership of the Bl Group, we were authorized to
develop and distribute a questionnaire to all the employees of the company. The objective
of the questionnaire was to identify the barriers to innovation as perceived by the workforce
of the company and to identify similarities and differences with the perceptions of the

management of the company as well as with the literature on the subject.



This capstone report is organized as follows. In Section 2, we discuss the issue of barriers
to innovation, in section 3 we provide an extensive literature review on the knowledge
management topic. In Section 4, we provide the best practices of international companies;
in Section 5 we provide the rationale for the development of our questionnaire and the logic
behind our choice of questions. In Section 6, we present the statistical analysis of our
results by focusing on the efficacy of our obtained sample and on the identification of
major trends. In Section 7, we discuss our findings regarding innovation barriers for the Bl
group and provide suggestions for the company. Finally, in Section 8, we summarize our

conclusions and recommend actions for further study.

2. Obstacles to innovation

2.1. Inadequate funding

According to Sotirova (2016), one of the serious factors negatively affecting innovation
performance of industrial enterprises in Bulgaria is the lack of financial means (Sotirova,
2016). Due to the absence of funding, many Bulgarian enterprises operate producing
“products of a low technological level.” Sotirova (2016) found out that the huge problem
lies in the “shady” state policies regarding innovations. Specifically, there are no clear-cut
policies which would outline financial and tax incentives or reliefs to encourage innovation
and research. Mohnen et al. (2008) recognize the importance of policies as the significant
instruments to let private equity contribute to innovations. Many firms will be able to
access additional financing easily without long phases of various procedures. As the
authors claim, venture capital and other forms of investments have become major sources
of financing which cannot be neglected, therefore, should be given special legal

regulations.

Similar issue can be observed in the Russian Federation. A high level of bureaucracy
prevents in getting grants for innovative projects. The need to justify every expenditure in
front of the government makes it difficult for the inventor to proceed with the innovation

(Butryumova et al., 2015). Venture capital for the initial stage is absent. Investors prefer to
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fund low risky projects with a shorter payback period and lower investment. But, there is a
tendency for private investors to fund projects that have already attracted state subsidy
(Butryumova et al., 2015). Probably due to the risk averse culture in India there is a
shortage of seed funds at the beginning stages of the development of the company. Seed
funds are available only for later stages of the development. Small enterprises (especially if
they are in countryside) have less chances to get funding compared to mature companies
that demonstrate better growth potential (Siddiqui and Jan, 2014).

Developing innovation via providing an access to financial sources is still an issue across
OECD (OECD, n.d.). The issue involves broadening the access to public and private
sources of finance for innovative projects. Recent economic downturn and the focus on
short term projects are significant obstacles in this case. High interests of banking system
do not help to sort out the situation at all. In contrast, the desire to invest vanishes because
nobody wishes to risk so much. Therefore, governments’ support is viewed as crucial

aspect.

According to OECD (n.d.), new institutional approaches are necessary to start state funds.
Moreover, the governments can create conditions for small financing via the Internet.
Different stakeholders from all over the world may become interested in investing in small
short term businesses. Crowd funding has become popular in the USA while Portugal
initiated tax benefit law. Russian Federation substantially increased direct funding whereas
Austria and Slovenia are observed to provide largest governmental support. As the studies
indicated, the mix of direct and indirect funding has increased. These measures are

unavoidable independently if they are permanent or temporary.

2.2. Risk avoidance

It is believed that large companies which invest much in R&D are not so good at
innovation as small start-ups are which more often demonstrate an outstanding performance
in this issue. There are such examples of this phenomena as an instant photography that
was brought to market by fledgling Polaroid, and not by large Kodak; the introduction of



new type of package delivery “overnight service” by new start-up Federal Express, even

though larger companies had more resources to make such a shift, etc. (Mcintyre, 1982).

Risk avoidance is one of the major obstacles that large companies tackle when trying to
innovate. According to Simonelli (2014), there are five factors that could be used in
company’s risk resistance identification. They are company’s size, age, structure, clients,

and market.

The bigger and older the company is, the more it resists risk. Since large corporations are
well-established structures that keep and manage the past successes, they usually operate
according to written procedures that were designed to reach efficiency. These kinds of
firms operate according to established formal mechanisms that were developed to
determine and avoid risks. Hence, innovation destroys the usual stable state of employees,

and as a result faces the resistance to change and accept certain risks (Mclntyre, 1982).

The company’s hierarchy produces conservative employees. The chief-subordinate
relationship may generate conservatism. Subordinates avoid taking risk since they do not
want create problems for their bosses in case of failure. Also, they believe that chiefs are
tend to remember the negative experiences of their subordinates rather than positive ones.
Moreover, when chief and subordinate have very low contact due to organizational
hierarchy, the negative outcome of risk taking by subordinate may be exaggerated in the
eyes of boss. Experience has shown that innovative people are less promoted and honored
in large companies than their conservative colleagues. Thus, big corporations are mostly

staffed with conservative employees (Mcintyre, 1982).

Large companies fear from the risk they might bear by investing in a certain innovation
project in relation to the uncertain ROI. They do not want to lose market share and
resources that were already allocated to the current product since innovation may cause a
threat to existing successes. Therefore, big corporations do not usually innovate in areas

where they have already achieved excellent results and won market share (Mclintyre, 1982).
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To overcome risk avoidance obstacle, it is better for large innovative corporations to learn
how assess risks in a more effective way, as well as to accept failures and even give second
and third chances for the potential inventors to try again. According to International
monetary fund (2013) fifty percent of the hundred thousand US new companies that were
established in one year period fail (Siddiqui and Jan, 2014), nevertheless people there still
strive to bring their innovative ideas to life. Thus, we can safely say that one of the reasons
for an American economic prosperity is the fact that in the US a failure is regarded as an

initial step for better success in life.

2.3. Silo mentality

According to the business dictionary silo mentality is a situation when certain departments
within one organization do not want to share information with each other. This leads to
many negative outcomes such as decreased efficiency of the whole company’s operation, a
lack of collaboration and joint innovation, decreased morale and wasteful conflicts. The
internal competition between certain business units can result in misunderstanding when
working with outside vendors since the organization operates not as a single unit, but as
runs of segmented and unorganized departments. This is especially attributed to large
companies which separated their departments due to belief that special focus of each
department would increase productivity. In reality, the separation makes coordination
inflexible and leads to conservative moves. Thus, the company undermines its reputation
and experiences financial losses due to constraints on innovation, missing deadlines and

other failures.

To overcome silo mentality Willcock (2014) proposes “inside-out” approach which is
based on Relationship Review Framework. This approach involves consideration of three

levels — individual, team and organizational levels.

People naturally prefer to work in isolation since it gives them the sense of control over

their own work. It has become difficult to deal with the differences between members of a



team in such uncertain business environment, although these differences could be

conducive to creativity and subsequent innovation in the organization.

People have different personalities, character traits, views, and preferences; it’s not
surprising that they prefer to conduct an individual work. However, it should be taken into
account that individual’s performance can significantly affect the operation of the whole
company. There is often a huge responsibility which lies on each individual’s shoulder
though it might not be seen from the first glance. Therefore, the cooperation including
compromises is unavoidable to let the progress happen. Willcock (2014) suggests helping
employees start with themselves first. It is much harder to influence other peoples’ beliefs
and habits rather than yourselves. The employees have to “develop emotional intelligence,

change perspectives, and increase behavioral choices” (Willcock, 2014).

Again, in order to increase the productivity of the work, the warm relationships should be
established. This, however, cannot be accomplished by individual level only. According to
Willcock (2014), there is a team level which bears a high importance in both generating and
overcoming silo mentality. Silo mentality can be caused by a couple of challenges. First, it
is a loss of identification with a team. In this case, an employee starts losing sense of
loyalty to what he/she does. Second, it is too much identification. This may result in a lack
of cooperation with other business units decreasing functional performance. Willcock
(2014) provides his views on what efficient team should look like to avoid silo mentality.
He calls that team as “the open team” which has the characteristics of being collaborative,

flexible, and passionate at the same time.

Finally, the issues causing silo mentality in individual and team levels are similar to those
in organizational level. The quality of cooperation within teams reflects on the quality of
cooperation among teams. To have strong partnership and good relationship externally, an
organization should be open, adaptable, and flexible. Willcock (2014) argues that

organizational culture is no more about “top-down” approach which may not be really



helpful to change the culture. Instead he offers “inside out” approach which begins with an
individual, then team and finally affecting organizational culture.

2.4. Time commitments

Any innovation takes time. However, some people believe that time dedicated to creative
imagination is not time dedicated to working. As Burton Rascoe, an American journalist,
once said: “What no wife of a writer understands is that a writer is working when he's
staring out the window” (Wilson, 2015). This works for everyone who is involved in
developing innovation. To solve a certain problem employees should take some time to
reflect on that problem. Those who are only occupied with their work usually are not able
to innovate. According to the research conducted by Teresa Amabile from Harvard
Business School creative thinking decreases when employees constantly experience stress
and pressure at work, and routine operational work does not allow innovation to prosper
(Reis, 2014).

Therefore, to come up with creative business ideas employees should be given free time to
innovate. One of the good examples of such approach was Google’s twenty percent of
working time dedicated to innovative projects. This policy later resulted in the emergence
of Gmail, Google Talk, etc. By encouraging its employees to work on what they consider
will be more advantageous for Google, the founders empowered people to think outside of
the box and be more innovative. Then, as the corporation grew, starting from 2011 Google
introduced more specific innovation strategy with the “top down” approach to choosing

focus areas of innovation (Ross, 2015).

Another issue related to time with regard to innovation is the fact that return from
innovation usually requires time commitment that is minimum five years or even more
(Mclintyre, 1982). This is too long time since large corporations tend to measure short-term
results (once in a year) using financial metrics such as profit and ROI. According to
Innovation survey that was conducted by Henley Management School in 2007, “old”

European union member countries (mainly UK, Germany, Sweden, etc.) specify “too long



development times” as the greatest barrier to innovation (Elenurm and Oper, 2008). Lack of
long-run perspective is found to be the one of the major problems tackled by Bulgarian

industrial enterprises with regard to innovation development (Sotirova, 2016).

Therefore, it is vital to realize the significance of time when dealing with innovation and
creativity. Instead of concentrating on short term wins with a sustainable RO, it is better to

create a system that will allow the company to succeed in a long perspective.

2.5. Incorrect measurements

Traditional ways of measuring innovation is frequently misleading and distort reality
causing much trouble. Measuring innovation has always been a challenging task for all
large corporations. There are some metrics which overestimate the capacity of innovation
while others may underestimate it. For instance, calculating revenue obtained through the
certain project may not take into consideration some invisible business values of certain

ideas the project imply (Deloitteeditor, 2012).

Phillips (n.d.) outlines several challenges which often occur when evaluation of innovation
takes place. One of them is about the businesses being so focused on return on investment.
It is no secret that most of the firms would simply desire fast and safe return of
investments. Therefore, there is usually no assessment of projects as such, it is merely
about measuring predictable projects. Noteworthy, big return is like a gamble but if the idea

is right, the profits are big.

Manoochehri (2010) claims that using single metric is not enough. It is important to apply a
variety of measuring activities to avoid misleading outcomes. Innovation dashboard is
successfully used by many companies. The dashboard is a set of metrics which assists in
monitoring company’s performance in the sphere of innovations. Manoochehri (2010)
argues that there is a recommended number of metrics — from eight to twelve. Too many
metrics may lead to incomprehensiveness of measurements. Therefore, a few critical
metrics should be decided on before the list can be expanded further.
10



Manoochehri (2010) considers three metrics — Input metrics, Process metrics, and Output
metrics. Input metrics involves two crucial inputs such as allocation of budget and
assignment of key responsible people. While the abundance of budget does not guarantee
the success of the innovation, the lack of it will surely lead to the innovation’s failure.
Financial support is important at any stage of innovative project. Highly educated and
skilled staff is something else which is necessary for the success. More dedicated people

who can spend extra time on the projects are crucial to have.

Process metrics includes four aspects of innovation process such as managing time,
managing innovation pipeline, new projects’ performance projection, and staffing against
plan. Time is a critical factor to consider before launching a project. Meeting various
deadlines is always a challenge. Not following the schedule of project development may
cost dominance at the market and profitability. Another critical aspect is managing
innovation pipeline which implies generating new ideas and moving them via different
phases of the project. Close attention should be paid to this aspect because it is what the
projects starts from. Performance projection is the third aspect of the innovation process
which focuses on whether the projects met the expected outcomes. Finally, staffing against
plan implicates continuous monitoring if there is enough staff to complete the project.

Otherwise, delays are inescapable.

The last metrics, Output metrics, focuses on revenue generated by innovation projects. It
includes the following indicators: proportion of revenue obtained from new products;
proportion of profit obtained from new products; proportion of revenue growth obtained

from new products (Manoochehri, 2010).

These indicators are significant because measuring the revenue and profit of a certain
project is the ultimate goal. However, the presence of the indicators does not mean that it is

easy to evaluate. There are some ambiguous factors as: What is new? How new should it
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be? How long is it new? Etc. So, measuring innovation is a complex procedure which

requires a systematic approach and professional knowledge.

3. Literature review

The literature review starts with a brief introduction to Knowledge Management (KM).
Then some important terms and concepts in the field of KM are discussed. In addition, one
of the models of KM process is borrowed and explained in detail. Noteworthy, we designed
our own cycle of KM based on the model. It was necessary because the cycle we designed
provides quite detailed and clear flow of knowledge. It also can easily be adapted to any
construction company including Bl Group company. Each of the stages of the cycle is
carefully analyzed, however, the most problematic stages for the company as packaging the
knowledge and sharing the knowledge are considered in more detail. The former problem is
connected to ensuring if employees learn the knowledge the management tries to transfer
them. This is connected to the way how one communicates ideas. The latter problem is
about lack of knowledge flow which can lead to “reinventing the wheel”. By “reinventing
the wheel” we imply inventing the same techniques and approaches to do a certain work
which are already applied in a different part of the same organization. Noteworthy, the

literature is more about sharing knowledge rather than the issue of “reinventing the wheel”.

With the advent of the third era of globalization, Knowledge Management (KM) in the
context of organization has become one of the hottest topics in the world. In the past, KM
was a part of Information Systems Management, however recently it has been considered

as a new emerging separate discipline within Organizational Management.

In recent years, there is a tendency in strategic management of transition from market-based
approach to resource-based one (Milner, 2003). Therefore, to sustain competitive advantage
in today’s fast changing world, companies should quickly adapt and learn how to
effectively manage their most valuable strategic asset — intellectual capital (Yusof et al.,

2012). Many researchers claim that in future KM must become an integral part of the
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organization’s overall strategy. Thus, KM strategy should be aligned with the business
strategy.

There are multiple of definitions of knowledge in the academic literature. The definition of
knowledge by Pearlson and Saunders (2012) is found to be the most suitable for research
purposes of the capstone project. According to the scholars, the term knowledge is defined
as combination of contextual information, personal experiences and values. It is more
valuable than just information since somebody has already thought in depth about it, and
formed an opinion on this information, added his/her personal experience and assessment
(Pearlson and Saunders, 2012).

Knowledge itself is divided into explicit and tacit. Explicit knowledge can be easily
expressed and communicated through data, formulas, written procedures, etc. While tacit
knowledge is deeply embedded in individual’s experience, intuition, and beliefs, it is

difficult to formulate and communicate (Takeuchi, 2006).

The philosopher Michael Polanyi argued that all explicit knowledge is based on tacit
knowledge, and therefore there can be no scientific discoveries without tacit knowledge
(Virtanen, 2010). In this regard, successful Japanese companies highlight the importance of
tacit knowledge over explicit one, while western companies mostly are concentrated on
managing the latter in a more structured way (Takeuchi, 2006). Nevertheless, many
researchers consider tacit knowledge as a sustainable competitive advantage source, and
believe that this type of knowledge contributes more to the company’s innovation (Zhang et

al., 2016).

However, in many companies tacit knowledge is underused since organizations usually do
not know what they actually know. There are many employees who have long working
experience in a certain company, and they so sharpen their skills that sometimes they
develop their own “little tricks” of how to conduct a certain work or tackle an issue. And
this knowledge is unique, it helps to improve their work productivity. The problem is how

to distribute this knowledge to the whole organization (Oleshko, 2016). And it is not
13



always easy to externalize this tacit knowledge since generally the person himself/herself
does not realize that he/she possess something valuable. And when these employees retire
or leave the company for other reasons, the firm loses a valuable source of knowledge
which is invisible at the first glance. Therefore, the main problem of KM is to externalize

this tacit knowledge and provide an easy access to it within the whole organization.

According to KPMG (2000), KM is a regular and structured endeavor to use knowledge in
organization to enhance performance. Besides increased performance KM can lead to the
innovation within organization (Tan et al., 2007; Belay et al., 2016; Forcada et al., 2012),
and to the improved company’s growth indicator (Yusof et al., 2012). Pearlson and
Saunders (2012) emphasized numerous sources of value of KM such as “avoid reinventing

2 [13

the wheel”, “sense and respond to changes more quickly”, “manage global competitive
pressures”, “protect from knowledge loss when workers leave”, etc. KM is noted to have
multiple of values and basically serves as foundation of success in the rapidly changing

world.

Different researchers propose various KM process models. There is no unified standard of
KM processes, and organization needs to customize different knowledge flows depending
on its requirements. According to King (2009), seven stages of KM process model such as
knowledge creation, acquisition, refinement, storing, transferring, sharing, and utilization
positively affect the following organizational processes: cooperative decision-making,
innovation, and learning on organizational and personal levels. Then these ameliorated
organizational processes generate interim results such as better decisions, better products
and services, etc. And finally these lead to enhanced organizational performance (King,

2009). Figure 1 clearly represents this impact.
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Organizational Intermediate

KM Processes
Processes Outcomes

Knowledge: Improved: Improved:
* Creation * Innovation + Organizational
* Acquisition ¢ Individual Learning Behaviors
* Refinement * Collective Learning ¢ Decisions Improved
* Storage » + Collaborative » . Products »{ Organizational
* Transfer Decision-making ¢ Seivicey Performance
* Sharing * Processes
*Re-Use + Relationships

(with suppliers,

customers and

partners)

Figure 1. Diagram of the design of King W.R.: KM in an organization. (Reproduced from
20, copyright King W.R., 2009).

It is highly important to describe each part of the process since the process can provide
better understanding of KM. Creation stage, according to Nonaka (1994), involves
developing new knowledge and replacing some existing knowledge with something new.
This stage is based around four sub-processes: socialization (creation of new practices or
content through social interaction), externalization (converting created or identified tacit
knowledge into explicit knowledge), internalization (the creation of new tacit knowledge
from explicit knowledge), and combination (the creation of new explicit knowledge by the
means of synthesizing previous explicit knowledge) (Nonaka, 1994).

While the creation stage deals with the internal knowledge development, acquisition stage
is about collecting new content from outside (Huber, 1991). The same as the creation stage,
acquisition has its sub-processes as searching information, for example, online (Menon and
Pfeffer, 2003), then sourcing which focuses on the selection of relevant sources, and

grafting which involves hiring specialists with useful knowledge (Huber, 1991).

The next stage which is refinement aims at categorizing, standardizing, packaging, etc. This

stage is significant for building a system in which knowledge is systemized. This may be

very helpful, especially, when senior management attempts to deliver some messages to
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certain level of employees. So, the process maximizes the effectiveness of knowledge
delivery and acceptance (King, 2009).

Memory stage means the storage of knowledge on electronic devices or some other shared
systems. It is also about the knowledge the employees have, utilize, enrich and share in the
purpose to benefit the business processes of a certain firm (ed. Schwartz, 2006). The
following two stages — transfer and sharing are similar to a large extent. For instance, if
transferring involves sending certain piece of knowledge to certain groups with specific
intentions (ed. Schwartz, 2006), sharing means just providing an access to database without
purposeful communication of knowledge (ed. Schwartz, 2006). The last stage, utilization, is
possible after the completion of each previous stage. The relationship between

abovementioned processes can be seen in Figure 2.

Creation Transfer
Socialization
Externalization
- Internalization . Organizational
o Refinement Memory Utilization
- Combination ry Performance
- Explication
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) Rev?sing = - Embedding Knowledge
} E\’aluat;nz for - Creating Dynamic Capabilities
appropriaténess - Knowledge Re-Use
- Pruning

- Selection for
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memory

Figure 2. Diagram of the design of King W.R.: KM Process Model. (Reproduced from 20,
copyright King W.R., 2009).

KM cycle for Bl Group

The scheme on the left visualizes the continuous loop of knowledge conversion from tacit

to explicit, and then again to tacit, which takes place in every organization. Two upward
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arrows represent how tacit knowledge flows from a holder at an individual level to a group
level, and then to an organizational level. And this is known as an externalization of tacit
knowledge, or converting tacit knowledge to explicit one. Vice versa, the arrow that shows
the direction of knowledge flow from organizational to individual level, represents the
explicit-tacit knowledge transformation. And this never-ending process comprises multiple
KM stages at each corresponding level.

The KM cycle designed by us includes seven stages which can be grouped in three levels:
Individual, Group and Organizational (Figure 3). It can be seen from the Figure 3 that
Event, Capturing and Coding relate to Individual level, Validation is in Group level and
Sharing, Accepting and Usage belong to Organizational level.

Organizational level I
-

o /

Group level

Individual level
(D

Figure 3. KM cycle.

Event

By “event” we imply an occasion that either promotes the emergence of new knowledge, or

requires the use of existing knowledge. For example, participation in the construction
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project may result in a new knowledge creation, or conducting interviews with new
potential employees might require the use of experience of past interviewing, etc. Basically,

the event triggers knowledge generation process.

Capturing
Capturing knowledge means identification of “know-how” that are deeply embedded in an
individual’s head by the person himselt/herself or by other individual. This “aha” moment

represents the capturing valuable knowledge that can be further shared with others.

Construction companies face different kinds of knowledge such as “clients, partners,
market information, competitors, project characteristics, employers, materials, suppliers,
sub-contractors, vendors, etc.” (Erkan, 2007).

According to Mohapatra et. al. (2016), before starting to identify knowledge, any
organization should understand what kind of knowledge is crucial for business
development. One of the KM consulting companies, Knoco, can provide guidance in
auditing knowledge topics. They have developed multiple criteria to identify “critical

knowledge” for a certain company (Carbonnel, 2017).

However, one of the largest construction companies in the world - Bechtel claims that
categorizing knowledge into diverse knowledge domains would not provide much benefit
for the company, but classifying knowledge based on different dimensions makes sense
(Novins and Armstrong, 1998). The following are some characteristics that may help to

categorize knowledge:

o Applicability — it shows whether the knowledge can be used worldwide or only in a
certain geographical place;
o Transferability - it means the degree of ease of transferability of knowledge to

others.
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The list does not stop here. The main idea behind this approach lies in the point that when
there is a question like: “What knowledge to share?”, the response should not be expressed
as “knowledge about this” or “knowledge about that”. The experience has shown that
considering knowledge in terms of fields of study is not effective in implementing KM.
Rather regarding knowledge in terms of relative degrees of applicability and transferability
makes sense.

Knowledge applicability

According to Novins and Armstrong (1998), any knowledge within a company lies
somewhere along an interval of applicability. Figure 4 shows how knowledge can be to a

certain degree universally applicable.

Local Global
o Applicable only within a o Widely applicable across
certain context the industry
o Depends on geographic < > o Crosses process, industry,
situation technical, and cultural
boundaries
o Detailed knowledge o General knowledge

Figure 4. Diagram of the design of Novins P. and Armstrong R. (adapted from 30).

On the one hand, knowledge might be exclusively local in grain. And it can be applied only
within a certain context since it depends on a given geographic situation. On the other hand,
the knowledge can be global in grain, and therefore can be applied widely across the
industry and other different boundaries. One good approach to think about this diapason is
by way of detailed against general knowledge. It is worth attention that every piece of
knowledge should be regarded and managed in a certain way considering the extent to what
universally applicable it is.

Knowledge transferability

Figure 5 represents the degree of the ease of knowledge transferability.
19



Programmable (highly transferable)
o Rule-based knowledge
o Can be applied over and over again
o “Learning from history” to avoid repeating mistakes

A

v

Unique (low transferable)

Context sensitive to specific situation
Judgment-based

“Just in case” knowledge

@]
O
@]
o Projecting into possible future problems

Figure 5. Diagram of the design of Novins P. and Armstrong R. (adapted from 30).

Rule-based knowledge is very easy to transfer since it can be formulated simply and
precisely. It can be applied many times without missing its validity. However,
transferability is poor when knowledge is based on someone’s opinion and very context-
specific. Thus, the interval of the transferability can be presented as grading from the

programmable knowledge to the unique one.

If to think about these two dimensions together, then there are four possible knowledge

categories will arise. Figure 6 demonstrates the matrix of these types of knowledge.
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Figure 6. Diagram of the design of Novins P. and Armstrong R.: Categories of Knowledge
to manage. (Reproduced from 30, copyright Novins R. and Armstrong R., 1998).

Quick Access Knowledge

A knowledge that is highly transferable, however not very widely applicable. For example,
a reservation specialist in a hotel may learn that when Mr. X books a room, he prefers a
non-smoking one. Thus, this kind of knowledge can be quickly transferred to others,
however it is not widely applicable. (For instance, the conclusion that all citizens from
Mr.X’s town do not smoke will be wrong). This type of knowledge should be placed in an
easy accessible spot within a database for use in the case when needed. It is not

recommended to transfer a quick access knowledge to all employees.

Broad-Based Knowledge

It is the knowledge that is easily transferred and at the same time widely applicable. For
instance, the instruction of how to keep record of employees’ presence at work and fill out
the corresponding document may be a good example of broad-based knowledge. Novins
and Armstrong (1998) suggest to proactively distribute this type of knowledge throughout
the whole organization. It is worth to mention here that many organizations regard most

knowledge as broad-based than in reality; and this, unfortunately, is the cause of
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“information overload”. One of the solutions is to distribute only information about how to

get generally needed knowledge, instead of disseminating the knowledge itself.

Complex Knowledge

This type of knowledge is widely applicable, however very difficult to transfer. The
example might be the knowledge of how to control a large-scale project. The best way of
transferring it is well organized training program. Another way to transfer the knowledge is
an apprenticeship, that is the environment where the learner would be able to gain
experience via closer observation of a more experienced individual. The management of

complex type knowledge is said to be the only source of sustainable competitive advantage.

One-Off Knowledge

A local knowledge that is difficult to transfer. Novins and Armstrong (1998) present the
following example: a network specialist knows how to configure Macintosh system,
however since the majority in an organization uses Windows, there is no need to share this
knowledge widely. Since the gain from managing one-off knowledge is very little, it is
suggested not to make much effort on managing this knowledge. Rather it is sufficient to
create informal, thematic networks of employees who might derive a benefit from

socializing with each other from time to time.

It has become clear that representing knowledge through two dimensions provides better
guidance for knowledge management rather than categorizing knowledge through the lens
of domain. In all four contexts balancing of management of people, processes, and

technology is essential.

However, such activities as making an impact on people’s behavior, embedding effective
processes, and using supportive technology will be differently mixed in each category of
knowledge (Novins and Armstrong, 1998). For instance, Quick Access Knowledge is very
suitable to computerization, therefore the management should be based on IT. Meanwhile,

complex knowledge management requires people management the most.
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Next question is who will define the knowledge? At the beginning of KM development, the
companies may have specific department or team which would consist of specialists with
different qualifications. The requirement for the specialists should be the work experience
in a multiple of spheres — project management, HR, media, etc. So, these people should be
as versatile as possible. Knowledge capturing by knowledge manager (other person) using
outside judgment is recommended in numerous literature. As Mohapatra et. al. (2016)
argue, journalists or any other versatile people are suitable for such role. As Friedman
(2005) argues, versatile people are going to be highly valued in the future. The experience
of these people will assist in the process of knowledge capturing because, having worked in
different places, these people are more able to see and capture and then formalize
knowledge (Coding stage). These people or KM specialists are important in each phase of
the project development but the last phase — “Project close” needs more of the attention.
For instance, when the project comes to its end, internal evaluation of project can be
organized. During the discussions with the members of the team, the KM specialists can

record and formalize valuable knowledge based on successes and failures.

Knowledge capturing can also be done by individual himself/herself using personal
reasoning (or reflection). For example, after project completion or after any other event, an
individual can be given some time for reflection of what were the lessons learned and the
experience gained. Then the employee should formalize the knowledge which he/she found
as extremely useful. The idea is to teach each employee manage their own knowledge and
use reflection skills. As Oleshko (2016) claims, most people cannot reflect deeply because
of various mental barriers. As a result, these people cannot capture knowledge. Therefore,

the KM specialists are highly important at the beginning of KM initiatives.

One more issue connected to knowledge capturing is related to individual and social

barriers. According to Disterer (2002), the barriers to knowledge capturing exist due to a

lack of “constructive atmosphere to articulate and analyze errors.” It is usually not

comfortable to reflect on mistakes and therefore, people try to avoid admitting them. The

employees are often afraid of letting someone know about their mistakes because of

possible negative consequences. From the study of Argyris (1991), the employees become
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very embarrassed and closed when they learn that they make some mistakes in the job they
do. Thus, the employees may not learn much and lose a chance to capture valuable

knowledge.

There is a very interesting argument of Argyris (1991) that professionals hardly ever learn
from their own mistakes. This is connected to the fact that professionals rarely make
mistakes themselves, therefore, they have not learn how to do that. Thus whenever the
professionals make mistakes they become defensive and blame other people but
themselves. Interestingly, even though nobody threatens them, such people cannot reflect

now when it is necessary.

It is clear from a variety of sources that there is knowledge which cannot be identified due
to a few reasons. First, according to Tsoukas (2005), there is knowledge which can be
hardly formalized. It is so embedded into one’s practice that only he/she can use it.
Secondly, some people are not aware of the knowledge they possess. This may happen
because of the unstructured knowledge they have. For instance, when a project ends, all of
team members may understand and feel that they learned something. However, only few or
even nobody really structure it in their heads so that they can use it later. Finally, there are
some people who simply do not wish to share the knowledge with other people because of

lack of trust and competitiveness.

In many firms documentation of knowledge is not well-organized due to a lack of proper
recognition of its importance. Even though some firms have enough technological support,
they still miss some important procedures to save knowledge. For instance, some managers
may not take into consideration that after the project ends the employees need some phase
which would involve reflection. As a result, the knowledge is not secured and lost after
some time because the employees are not provided enough support and time (Disterer,
2002).
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Coding

The transition from tacit to explicit knowledge starts at Coding stage. Coding stage implies
formalizing of tacit knowledge utilizing various methods — documenting, audio or video
recording, etc. (Mohapatra et. al., 2016). Coding stage can also be called as knowledge
packaging or knowledge representation. Some of the effective methods of packaging
knowledge can be examples of learning histories (Anumba, 2005) or storytelling (Payne
and Sheehan, 2004). It was proved that people better perceive information if it is more
intriguing and engaging. Learning histories were first introduced by MIT; it is a technique
of formulating and reviewing project experiences using narratives. Storytelling is found to
be very effective in tacit knowledge externalization since a teller can express feelings and
share context. And it is mostly used in cases, when there is a need to inspire employees to

change or build team spirit, etc.

During an initial formative meeting and interview with the leadership of the Bl Group, one
of the barriers that were recorded is the fact that employees are not very motivated to accept
new ideas. This embraces management questions of how to effectively communicate good
ideas in order to make people get interested in them. Precisely, there is the issue related to
getting people familiarized with new information. New approaches and ideas are distributed
in the company through various network and social media channels, but it appears that

employees simply do not read these messages for different reasons.

Why do not employees accept or hardly accept new ideas though they are well shared? For
the people, usually senior management, who send these new ideas and information this
question is common. So, what is a problem on the ground? Why does it turn out that people
do not read or familiarize with new information which may be “beneficial for them™? For
Bl Group, it is one of the existing issues they struggle to overcome. According to Novins
and Armstrong (1998), many firms end up with the problem of overloading their employees
with new information. This is not the core of the problem, however. The main issue turns
out to be the wrong way of packaging the ideas. Many employers regard the most of

information to be broad-based. While this is not true in reality, the information is sent to
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everyone leading to the “overload.” Thus, the issue of packaging of the information is
really important. Interestingly, the study published by KPMG Consulting in 2000, shows
that “information overload” is the second main problem after “no time to share knowledge”
with 69 percent. People complained that there was too much information to deal with at

that time.

Mefalopulos (2012) claims that “knowledge is still crucial for successful and sustainable
development initiatives, but the way knowledge is collected, organized, communicated, and
shared needs to be significantly rethought.”. Mefalopulos (2012) emphasizes that the
starting point of knowledge dissemination should be the audience and the purpose why one
should reach that audience. He further adds that besides just packaging the knowledge, one
should also take care of marketing it. The audience needs to be “convinced” that this or that
piece of idea or product bears practical significance and can be easily applied in the field of
their activity. Based on this idea the following can be inferred: the same information should
be delivered differently to different levels in the firm. A typical organizational structure
hierarchy for large construction company consists of senior management, middle
management, operational management, and employees (Figure 7). To reach each level
effectively one needs to think like each corresponding level, whether it is senior managers,
middle-level managers, operational managers or craftsmen. One needs to find some ways to
get them interested in the information that he/she tries to deliver, using appropriate

language style, metaphors, etc.

A

Middle management

Operational management

Figure 7. Organizational structure hierarchy.
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Even if the management ensures that there is a good understanding of how to reach each
level effectively, the employees may still struggle to accept new information. This is
connected to how new knowledge is packaged and presented to the target group of
employees. According to Gardner (1995), there are multiple intelligences exist. This means
that each person accepts new information differently. This, of course, does not mean that it
Is necessary to deliver knowledge by all possible different ways. Most of the people can
have multiple intelligences which mean that they can be delivered information by a few
ways. Thus, it is necessary to define the groups of intelligence the employees possess. This

will help greatly in coding the information.

Validation

Coded knowledge should be validated by the KM specialists. These specialists can be from
aforementioned department which consists of versatile people. They also can be external
experts, professors of universities, etc. or this part of the job can be given to consulting

companies.

Tan et. al. (2007) offer two knowledge validation routes. The first one takes place during
the knowledge validation meetings. Previously submitted piece of knowledge is thoroughly
discussed by the group of KM specialists. It is either approved or rejected right at the
meeting. If it is rejected it is deleted from the system straight away. The second route is
accomplished online. It is also requires a group of specialists who will be given some
options to validate the knowledge. There are three options: “(1) rating-based; (2) majority
opinion-based; and (3) comment-based options.” The system decides which knowledge to
keep based on these options. For instance, if the knowledge is rated low, it is deleted from

the system.

Sharing

“Knowledge sharing implies learning, since learning is a process of acquiring knowledge”
(Quintas, 2003). A vast amount of literature emphasizes that sharing of knowledge is

crucial. In reality many companies make mistakes by sharing knowledge in a variety of
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online clouds and systems because it is not effective. People just do not have any wish to
access that knowledge though carefully packaged. The studies found out that people prefer
to share knowledge naturally. For instance, if an employee has an issue, he/she would
consult his/her rather than go online and look for solution in a database (Quintas, 2003).
Researchers claim that informal learning is conducive to the generation of innovations, and
therefore it should be considered as a source of competitive advantage in organizations. It
mostly happens when employees communicate with each other in casual and relaxed
atmosphere which is conducive to sharing of experiences and ideas that are deeply
embedded in every individual. For example, it might be an employee talking to consultant
in a smoking room, or a team discussing project issues during lunch time, etc. (Oleshko,
2016). Fong (2005) also emphasizes that communication is the vital means of knowledge
sharing. Noteworthy, Fong (2005), by communication, means socializing which can,
actually, be much better tacit knowledge transmitter. His study reveals that informal
environments might assist in discovering fresh ideas and suitable solutions. Davenport and
Prusak (2000) emphasized that the managers receive two-thirds of their knowledge via
face-to-face communication and just one-third from textual information in the documents.
Knowledge sharing may be more effective in a more natural way. Fong (2005) also found
out that social events may “enhance relationships, decreasing the distance between team
members” (Anumba et al., 2005). So, social events are believed to improve interaction
between employees. Fong’s study justifiably raises the issue of competitiveness between
employees or different team projects which can prevent knowledge sharing. In their nature,
people like to share since it gives them the sense of pride that they helped someone.
However, some managers create internal competitions themselves desiring to improve the
effectiveness of the work performed. Therefore, many managers have a habit to distinguish
“favorite ones” and refer to them as models to follow. The experts advise to redirect
internal competitiveness to external against other companies. Fong argues that openness,
trust and motivation to share knowledge can be developed by the social events. It was also
recognized that the natural processes of knowledge sharing have to be managed and
rewarded. Numerous companies had to pass through the process when the employees were

targeted because of not sharing knowledge. Thus, establishing the culture of trust and
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support is far from simple objectives (Quintas, 2003). Of course, a lack of trust and
competitiveness are not the full list of obstacles.

Forcada et. al. (2013) claim that changing mentality might be the right solution applied by
KM. While this claim supports Fong (2005), Forcada et. al. (2013) also focus on the lack of
time to share knowledge. The tight schedules may not really allow employees to help
others. As Sadovykh and Sundaram (2015) claim, face-to-face interactions have become
quite difficult in a globalized world. The companies grow becoming dispersed in various
geographical locations remote from each other. This is the reason why the information and

communication technology is important asset of each flourishing firm.

Bechtel provides good insight into the idea of with whom does knowledge must be shared.
They came up with the conclusion that knowledge transferring from many to many is found

to be the most beneficial for the company.

Figure 8 represents all possible ways of knowledge sharing.

Origin
One Many
One |o Apprenticeship o Networks

o Coaching
Rt
'§ o Mentoring
=
g Many |o Presentations o Leverage

o Books

o Articles

Figure 8. Diagram of the design of Novins P. and Armstrong R.: Possible levels of
knowledge sharing. (Reproduced from 30, copyright Novins P. and Armstrong R., 1998).

The fourth quadrant is considered to be the most effective which is the knowledge
imparting from many to many. It is believed that an organization learns more in one day
than a person learns throughout the whole career path. Therefore, better decisions are made
if they are based on the knowledge derived from an overall organization. An example of
many to one mindset of imparting knowledge can be described as follows: a group of
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experts are consulting an individual who needs to make a certain decision. Whenever a
team discusses project issues on a networked database, the imparting occurring is many to
many. There is a growing awareness that the most benefit to be gained from knowledge that
is transferred through the way of many to many, and the effort of KM should be put here

first (Novins and Armstrong, 1998).

Accepting and Usage

Accepting stage is simply an embracement of knowledge that has already be shared

purposely.

The degree of acceptance will directly depend on the quality of knowledge coding.
Also, of course, there is no point to go through all previous stages if the knowledge will not
be used by a receiver. When a receiver uses new acquired knowledge (Event), another tacit

knowledge is generated in his/her mind, and the cycle continues...

To conclude, it is highly important to integrate the culture of “Life-long learning” through
the processes of KM to achieve a competitive advantage. Therefore, cultivating culture of
trust and openness is important. For that purposes, a separate department is necessary so
that they can develop complex approaches of KM in the company. For instance, if an
employee cannot spot what he knows, the department should carefully focus on the
development of each process in the aforementioned KM cycle. Construction companies for
many years unofficially have implemented KM, however now there is a time for conscious

approach to this issue.

4. Best practices and histories of their evolvement

In this chapter, we consider best practices of three big companies — Fluor, Vinci and BP.
The former two companies operate and are quite successful in construction sphere while the
latter one is oil industry based company. The reasons why we choose Fluor and Vinci
companies are because they have rich history of KM development and appear among top

construction companies according to ENR. BP was selected since it is an early adopter of
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KM which went through almost each stage of KM evolution. The chapter aims to explore
the histories of best KM practices’ development in order to demonstrate how the experience
of the companies contributed to the flow of knowledge. Noteworthy, the practices can be

well duplicated by almost any business enterprise including Bl Group.

Fluor!

Fluor Corporation’s history starts from the beginning of the 20™ century when one Swiss
family migrates to the United States. From a small construction firm, it has expanded to the
global company being active in more than 100 countries today.? Evidently, the company
has rich history and vast experience which can be a focus of deep research directed at

bringing improvements and innovation.

The company’s history clearly illustrates the application of KM techniques. Will (2008)
produced a qualitative research paper which reveals the issue in the company and the way
of how the issue was dealt with. One of the major issues was loss of knowledge every time
when each project came to its end. Since the work performed in the company has been
majorly project-based, it is no wonder that the huge amount of tacit knowledge had been
lost. This is connected to the fact that each time the project ended, the teams were

disbanded and employees were directed to different projects.

Fluor Corporation wanted to make people stay connected to each other so that any piece of
accumulated knowledge can be easily transferred. They came up with the idea to create an
online platform which they subsequently called as Knowledge OnLine. Nobody should
consider this as the easy solution because it was actually not. Employees were very

reluctant to use the platform so additional techniques were clearly necessary.

! The practices by Fluor Corporation are initially presented by Amy Javernick Will in his thorough study.
2 http://www.fluor.com/about_fluor/corporate_information/pages/history.aspx
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First of all, it is important to understand what the platform represents. Knowledge OnLine
is more like a social media which allows employees to share their profiles, documents, and
participate in discussions. The platform offers a range of knowledge communities from

Architectural and Engineering to Business Intelligence and Corporate Security.

Institutionalization of the platform as the fully functional one was possible by the support
of top management. The KM team realized that to make employees all around the world
interested in the platform would not be an easy objective. Originally, the team tried to
create an incentive system based on awarding points to those employees who used
knowledge in Knowledge OnLine. After a while, the company stopped to use these

techniques since it was not observed to encourage sharing of new ideas.

Another technique was much more effective and was accepted as the one which brought to
success. Fluor Corporation initiated “Knowvember Campaign” in 2002. It aimed at
awarding those who were very active in Knowledge OnLine. The campaign also included
gathering and sharing “Success Stories” which told how people were able to solve different
issues at the workplace with the help of the Knowledge OnLine. In less than ten years the
Knowledge online grew from 4,000 employees in 2000 to 25,000 in 2008. As the study by
Will demonstrates, today success stories are so common that nobody is surprised to hear
them. Moreover, there is no necessity to make such cases public because employees started
to understand the value of the platform. The communities became employee driven instead

of management directive as they used to be in the past.

Vinci

The history of Vinci goes back to the 19™ century when two students of one French
university set up construction business. The firm has become Vinci in 2000 only after its
merger with other construction company called GTM Group. Vinci has been involved in
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building dams, developing tramway lines and regional railways. Water and sewer networks

have become the core business sometime later too.

In 1995 Vinci for the first time introduced innovation award among its staff. This was done
with the purpose to motivate people to present their innovative ideas to the top management
and outside experts. The award was organized twice a year with the aim to provoke
innovation and capture knowledge gained from projects. There were several levels of

evaluation.

First, all proposals went through assessment of the criteria focused on significance of
innovation, personal contribution, the effect on efficiency, other effects and advantages,
and innovation process. Then the selected proposals were sent to 17 experts who adjudged
up to three prizes in each of the following areas: “product innovation, product adaptation,

process innovation, and process adaptation” (Winch, 2012).

Prizes constituted to sum of more than one month wage for each team participant. There
were also grand prize awards for the best proposals. All innovations were printed in internal
publications with large volume of 5000 exemplars. Most ideas were judged as deserving

dissemination.

British Petroleum

British Petroleum (BP) was founded in 1909. The company has long history with a huge
experience in exploring, producing, and selling oil and its products all over the world. As
the largest oil company in the UK and the fourth largest company in the world, the firm
was able to attract outstanding talent. Noteworthy, in the early 90’s the company
experienced difficult times. For example, in 1992 the company lost about $800 million, and

it was their first financial loss during last eight decades. What was the problem on the

? https://www.vinci.com/vinci.nsf/en/history/pages/index.htm#
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surface? It were falling oil prices and inability of management to manage an extremely

diversified business.

The falling oil price was an external economic factor, and it was outside of the direct
control of the business. Apparently, the company wasn’t prepared for this threat. And, then,
to recover, the company started to cut costs and started to think about how to improve
productivity. The latter led them to understand their root problem which was “the
company’s inability to transfer knowledge across its different units” (Pfeffer and Sutton,
2000).

At those times, BP had a huge bureaucracy, and therefore the decision making was a long
process. For example, financial documents required 15 signatures before they could be

proceeded. And this negatively affected the company’s productivity.

At those times, in order to recover from profit loss, Robert Horton, Chief Executive, started
to downsize the company. Although it was one of the rational decisions at that time, it
brought damage to the company’s cultural values as trust and care. The thing is that along
with the downsizing the top management during different trainings proclaimed such values
as openness, trust, care, and team collaboration. This contradiction between what top

management said and what they actually did produced cynicism and anger within a firm.

Moreover, Horton had a harsh managerial style that created only fear in the organization.
As a result, there was unwillingness among employees to do their best and to turn their

knowledge into action. Horton was fired, but downsizing unfortunately continued.

John Brown, the other Chief Executive, was the one who realized that capturing knowledge
and then turning it into practice is essential for company’s success. He saw the potential of
fostering learning across units. So, the company came up with 4 mechanisms which served
as the effective bridges between various business units. These four units were — Peer
assists, Peer groups, Other federal organizations, and Personnel transfers. For example,

Peer assists, being one of the effective, clearly illustrates the process of capturing
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knowledge and turning it into practice. Peer assist implies sending the best employees from
one business units to another in order to share experience and solve certain problems within
business units. “Sharing talented people with other units might help the firm as a whole, but
could negatively affect the short-term performance of the unit that had temporarily lost
these skilled individuals”. However, the company emphasized three benefits of such
practice. First, the most important, is that knowledge was transferred through employees
who did not get only the explicit knowledge, but also the tacit knowledge. This was the
way of involving people in the knowledge sharing process. The second benefit is that when
you send your employee to other unit, you might need the same assistance one day. The
third benefit is that your employees come back with more knowledge and experience than

when they left.

In general, Peer assist approach reminds currently modern concept of agile management,
when the new team is created quickly to solve the most critical problem that arise in the
organization. The new team consists of the best employees from different units who leave
their work for a while and switch to other task that is more critical for the company.

Peer groups means establishing confederations of business units that had similar strategic
and technological issues. The groups met once in a quarter. And the leader of a particular
business unit presented the proposed goals for the coming year to the other members. And
the members were expected to actively give advices. This experience helped to build a
shared social identity that reduced the trend for the units to consider each other as only

rivals.

Another example of KM approach that was successfully implemented in BP was a Virtual
Teamwork Program. This included the usage of modern IT, such as video conferencing
equipment, multimedia email, shared electronic chalkboards, etc. Geographically dispersed

people had a chance to build a network across different parts of BP.
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The following accident demonstrates the benefits from this Program: in 1995 there was an
equipment failure on a North Sea mobile drilling ship that stopped all operations. The
drilling engineers put the broken equipment in front of a tiny video camera that was
connected to one of the BP Virtual Teamwork Stations. Then they called the Aberdeen
office and asked a drilling equipment expert to diagnose the problem. The drilling
equipment expert figured out what was the problem straight away. The problem was solved

in a few hours saving large amount of time and money.

As a result of knowledge management efforts, just 5 years later, the company achieved
excellent financial performance, even though oil prices had remained low by historical
standards.

5. Methodology

5.1. Studying Bl Group

In order to assess current situation with KM in Bl Group it was necessary to get different

points of view from management and from other employees.

The first step is to have a picture of internal environment with regards to KM system in Bl
Group. Conducting meetings with managers permit to understand their point of view, and
based on the results of the discussions elaborate few hypothesis about the current state of
the KM in the company. Next, it is necessary to approve or reject the hypothesis based on
evidence from the middle managers and lower level employees. This approach permits to

get the first approximation of existing issues on different levels.

The second step is to analyze the external context in which Bl Group is operating. This
analysis permits to identify how to adapt suggestions rising from literature review and best
practices to the context of Kazakhstan. Such approach enables better chances of successful
implementation of proposed improvements as different context might become a barrier to

innovation based on experience of companies operating in different environments.
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After conducting several meetings with managers the common understanding for this
project has been reached. Since the main objective is to assess the current situation and
make suggestions for further improvements across the whole company, it was very

important to cover as much employees as possible.

One of the most common ways to collect such data is to either to conduct an interview or to
create a survey. Each approach has its advantages and shortcomings, and also there exist
some other aspects which have to be assessed and considered before making a decision.

The managers warned us that some people are pretty resistant when it comes to adaptation
of new ideas and good practices. To make people more comfortable and to encourage them
to be more honest and open, under the shortage of time and human resources of the CP
Group 6, it was chosen to conduct an anonymous online survey through Google Forms in
Russian language (see list of questions in Annex A with its translation into English

language).

The main reasoning is as follows:

° Online survey has a potential to reach much more people given the short time for
the capstone project;

° Since answer options are more or less standardized with survey the data is easier to
analyze; on top of that the chosen Google Forms tool allows to download the results in
convenient MS Excel format

° With survey there is less possibility to interpret wrongly the answers based on

respondent’s personality, appeal, perception, etc.

In order to see the big picture on KM in Bl Group, the Johari window shall be considered
(see Figure 9). The proposed capstone project in the area of knowledge management shall
focus on the information that is known to the company, but is not extracted or analyzed
within the company yet. The proposed solutions shall at least elaborate some useful steps
that could be implemented for extraction of the knowledge and preserving it within the
company regardless of the employees which initially had this information staying or

leaving their jobs.
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MATRIX OF KNOWLEDGE

KNOW DON'T KNOW

A B

% I know what I'm looking The answer lies
z for and have good access somewhere in the data
x to the answer. I've collected, but | don't

know how to analyze or
access it.

DON'T KNOW

Figure 9. The adaptation of Johari window concept to the knowledge (Source: blog article
by Meredith Maycotte at https://www.umbel.com/blog/services/know-what-you-dont-know/,
2014)

So, further on the questions shall transform more into this direction:

o How to create new knowledge within the company?
o How to extract the gained knowledge?

o How to share the knowledge across the company?

o How to ensure best use of this knowledge?

o How to manage the knowledge?
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5.2. Design of the questionnaire

The hypothesis were elaborated based on management’s point of view, and in order to
prove them right or wrong it is necessary to analyze other point of view of lower level
employees. In order to do so it was decided to conduct an online survey with support of Bl
Group HR department.

The idea behind the questionnaire is to design questions as simple as possible, and create
the environment where the respondents will stay concentrated during whole process and do
not get annoyed. In the questionnaire there is implemented the approach of asking
questions about the same topic from different angles. The expectations are that such
approach will permit to find out how the employees of Bl Group actually see the KM

within B1 Group from different points of view.

The questionnaire contains overall 58 questions divided into 5 sections. The brief
description of each section is provided in the figure 3.2. The questions are of 3 types:

1. statements - the respondent shall choose the degree of his relation towards the
statement: Strongly agree, Agree, Rather agree than disagree, Rather disagree than agree,
Disagree, Strongly disagree;

2. multiple choice questions - the respondent shall choose among the provided
statements those ones that reflect his or her thoughts, beliefs and feelings and/or provide
another response in free form;

3. reflection questions - the respondent shall elaborate in his own words an answer to a

given question.
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No.

Title

Description

16 questions

Section 1 General Information This section contains the questions for

9 questions collecting the statistical data about the
respondents of the questionnaire like gender,
educational background, etc.

Section 2 What is KM to me? The term “knowledge management” is briefly

explained beforehand, and then there are
questions related to KM and its meaning to
the respondent. They had then to assess their
own level of relation towards each statement

and provide answers to open questions.

Section 3

14 questions

What is KM to Bl Group?

This section contains questions related to
what the respondent thinks about KM in BI

12 questions

Group.

Section 4 Information Flow This section contains questions related to

7 questions what the respondent thinks about how
information flows and is distributed within
Bl Group.

Section 5 Idea Management This section contains questions related to

new ideas and their acceptance in Bl Group.

Figure 10. Questionnaire Design

Preliminary to actually sending the link in Google Forms to Bl Group, 5 persons were

asked to take a survey in order to assess the time required to finish it. On average their

results were about 15 minutes.

Chong and Choi (2005) developed 11 theoretical statements that show the link between

business success and KM implementation. Some of them include the importance of
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employee training and involvement into KM implementation, team spirit and strong
leadership, establishment of supporting IT infrastructure, structured knowledge also
increases the possibility of successful KM implementation. And the last, but not least
proposition is about elimination of organizational barriers which includes motivation and
reward systems to encourage employees, diminishing the bureaucracy level, creating a

culture of knowledge sharing, and many more.

According to the practical approach to implement KM introduced by Albers (2009), after
selecting the KM team and establishing the business case for KM implementation, it is
necessary to perform KM assessments and audits. The audit shall focus on determining
what information exists, how it is stored, what its value is, how to enhance its value, and

how it is managed in order to be useful for the company.

Thus, the questionnaire is designed to get employees’ perspective on the following areas:

o what they know about KM and what tools do they use in every day work;

o what do they think their company does to establish KM system, especially with
regards to education of the employees;

o how does the company manage the information flow and what is the overall
employees’ attitude towards information sharing;

o how the new ideas on improvement coming from employees are treated in the
company, and do the employees feel that their voice can be heard by the management;

o are there clear organization and responsibility distribution established in the
company.

5.3. Expectations

From previous Bl Group experience of e-mailing the surveys to its employees the huge
success is considered in case of 25% engagement. However, in the beginning of March a
lot of construction activities were limited due to weather conditions in Astana, and some
employees took their annual leaves while the overall workload is low (especially in BI

Group Construction Holding). Among those who stayed engaged in ongoing projects of Bl
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Group, a lot of employees were extremely busy in the EXPO project which is due in the
beginning of May. All these groups of employees were expected to ignore the e-mail.

In order to increase probability of high engagement rate it was decided to e-mail the link
from the head of HR who is considered as a strong and powerful figure in the eyes of Bl
Group employees. It is believed that by doing so the importance and urgency of this

questionnaire would have been extremely emphasized.

It was estimated to send the questionnaire on Monday (6th of March, 2017) and give
employees 2 full days to fill in the Google Form up to 11:59 PM, 7th of March, 2017.

Realistic expectations were to reach 10% engagement out of 3,550 employees who were

actually going to receive the link (about 355 employees).

5.4. Analysis methodology

The results of the survey are planned to be tabulated in Excel spreadsheet in order to assess
the degree of correlation between the provided answers with respect to age, gender,
education level, familiarity with the ‘knowledge management’ term, etc. This approach
permits to reveal the major trends in answers of respondents, and based on these findings
the current situation with KM in Bl Group can be addressed and improved.

For the reasons of facilitation of correlation analysis the most relevant questions are

codified as shown in the Figure 11 below.

Code Question
1 AGE Please, indicate your age
2 GENDER Gender
3 EDU Education level
4 EXP Experience
5 Bl EXP Working in Bl Group for ___ years
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6 DEV/CON/ENG | In which holding you are working?

7 KM FAM | was familiar with the term ‘knowledge management’ before

8 MY KN ASSET | I believe that knowledge is my biggest asset | am providing to my
employing organization

9 MY KN | feel like my knowledge is appreciated

APPREC

10 | MY KN SUFF | I believe that my level of knowledge is sufficient to fulfil my job
duties

11 | STUDY MORE | I am willing to study more to explore knowledge not related to
my job duties

12 | KM DBASE My organization implemented a special database for storage of
the knowledge created by the employees of the company

13 | BI CARES | feel like my employing organization cares about employees who
have special knowledge and skills

14 | BI RECOGN My employing organization has a reward and recognition systems
for sharing knowledge with other employees

15 | SHARE IDEA | If I have an idea on improvements in my company | am willing to
share them with my company

16 | FAIR TREAT In our company the ideas and propositions are considered in a
transparent and fair manner

17 | IDEA ACCEPT | Our company accepts ideas and propositions coming from its
employees openly and easily

18 | IDEA MOTIV | believe that my employing organization is trying to motivate its
employees to be creative and think out of the box

19 | INNO ENV I believe that my employing organization has environment

cultivating creative thinking and idea generation

Figure 11. Codification of the questions for the analysis.

The value of the CORREL function in MS Excel is always between +1 and —1. To interpret

a value of the function we consider the following bands:
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Strength of

Value of r

relationship
1.0to 0.7
0.5t00.7 Moderate positive
0.3t00.5 Weak positive
-0.3100.3 Negligible
-0.5t0-0.3 Weak negative
-0.7t0-0.5 Moderate negative

Figure 12. Bands for correlation coefficient r

While these bands are arbitrary, they represent a good rule of thumb for interpreting the

size of a correlation coefficient in questionnaire research (Hinkle, Wiersma and Jurs 2003)

Patterns related to other questions will be analyzed separately.

6. Analysis

6.1. Hypotheses Formulation

First meeting with the Bl Group representatives revealed the recognition of the following
issues on the company’s side:

o Implementation of lean practices created within the company face the resistance of
some employees;

o Application of best international practices, benchmarking is very limited due to
availability of information in Russian language;

o Influencing the resistance of people towards novelty and improvement.
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Bl Group is implementing lean thinking since 2014, and the company managed to achieve
some good results, but it's just the beginning. One of the biggest problems is that people are

resistant towards novelty and improvements.

The important questions are:

o How to manage the gained knowledge?
o How to motivate those who proposed something meaningful and valuable?
o How to influence the speed of adaptation of improvements across the company?

After the second meeting, the problem was narrowed, and the following hypotheses were

proposed based on the standpoint of the managers:

1. Hypothesis 1: Employees are resistant towards innovation and lack motivation and
inspiration.

2. Hypothesis 2: Communication channels are established, but they are not effective
enough.

3. Hypothesis 3: Mentoring system is established, but it seems not to be working
properly.

4. Hypothesis 4: Company’s database is established, but it is not convenient and is not

regarded as effective KM tool.
5. Hypothesis 5: KM is not systematic in the company.

Also, it was noted that BI Group management emphasizes the importance of the innovation
for company’s development and competitive advantages, and some departments and
subsidiaries get engaged in implementing improvements right away while others stay aside

and be pretty indifferent.

Even though the company demonstrates the strategic vision of knowledge importance,

innovation and development by such initiatives as Bl Lab, Corporate University, Lean

Departments, and all these activities are somehow related to KM in their nature, but it

seems to be the case where Bl Group never really considered implementing KM system as

a separate project and establishing KM strategy. So this capstone project is introducing a
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new direction of development to Bl Group, and further activities might substantially

contribute to the overall business success and top positions in the industry.

6.2. Questionnaire outcomes

Due to internal Bl Group reasons the questionnaire was actually sent via e-mailing lists
only on 7th of March, 2017 by the Head of Bl Group HR department to the planned amount

of 3,550 employees’ e-mails.

Given that 8th of March, 2017 is a national holiday (International Women’s Day) it was
decided to keep the link accessible up to the end of the working week - 11:59 PM 10th of
March, 2017. The reminder was sent to the same e-mailing list on the morning of 9th of
March, 2017.

After closing the questionnaire it was found out that the actual rate of engagement was

5.5% as 195 employees among possible 3,550 in total participated in the questionnaire.

6.3. Sample statistics

Based on the information provided by Bl Group and the results of the survey, the following
graphs sum up the statistics of the respondents sample on gender, age and education level

distribution (see Figure 13, Figure 13, Figure 15).
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Gender
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Figure 13. Distribution of employees and questionnaire respondents over gender.

Age
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Figure 14. Distribution of employees and questionnaire respondents over age.

47



Education Level
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Figure 15. Distribution of employees and questionnaire respondents over gender

Due to the fact that the statistics provided by Bl Group had different ranges for age, the
interpolation method is applied in order to align the data. As Bl Group data contained less
detailed education level statistics, survey results were grouped as follows:

o Higher level education — bachelor, specialist, master or PhD degree

o College — secondary level education (in Kazakhstan colleges are accepting students

after 9 classes in school)

As in the questionnaire 2 respondents among 195 chose the ‘School (11 classes)’ option for
their level of education, and it is very uncommon that big companies in knowledge-
intensive industries hire someone without at least college degree, it may be assumed that
either the respondents are doing their internship while studying somewhere or they have
chosen this option by mistake. The distribution of education level among respondents of the

survey is shown in the Figure 16.
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Education Level

1% _4%

B School

H College

M Bachelor degree
1 Master degree
B Specialist degree

H PhD

Figure 16. Educational level among respondents of the questionnaire

According to the survey results, the average experience of the respondents is 9.8 years
ranging from few weeks up to 43 years. And average experience in Bl Group is 2.6 years

ranging from few weeks up to 13 years.

Except for Corporate University director who is cross-holding employee, other respondents

are from one of three divisions of BI Group Holding (see for details Figure 17):

o Bl Group Construction

o Bl Group Development

o Bl Group Engineering
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Distribution among Bl Group divisions

0%

B Bl Group Construction
m Bl Group Development
M Bl Group Engineering

Cross-Holding

Figure 17. Distribution of the questionnaire respondents among Bl Group Holding

divisions

6.4. CORREL analysis

The obtained values of application of CORREL function to the codified questions listed in
Figure 11 are presented in the form of matrix of correlation coefficients (see Figure 18). In
order to facilitate the perception of the results it is then decided to cover the negligible
coefficient (see Figure 19), and color code them (see Figure 20) according to the color

scheme provided in Figure 12.
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Figure 18. Analytical Table of Correlation Coefficients
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Figure 19. Analytical Table of Non-Negligible Correlation Coefficients
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Figure 20. Analytical Table of Non-Negligible Correlation Coefficients (Color-Coded)
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There is no discernible correlation between AGE, GENDER, EDU, EXP, Bl EXP and
DEV/CON/ENG other than the expected strong positive correlation (r=0.88) between AGE
and EXP. There is also weak positive correlation (r=0.33) between EXP and Bl EXP,
which is expected considering the size of the BI Group. These outcomes indicate that while
our respondents are but a small sample of the employees of Bl Group, this sample is well
represented across age, gender, education level, years of experience in general and in the

group and the specific divisions of the group.

As regards the opinions of the respondents on the knowledge management and innovation

issues, the following observations are in order.

It appears that there is a weak negative correlation (r=-0.33) between INNO ENV and
DEV/CON/ENG. This means that employees in the Development Division are more
amenable to consider the Bl Group as an innovative environment, than the employees in the

Construction Division and even more so the employees in the Engineering Division.

INNO ENV is moderately positive correlated with BI RECOGN (r=0.52), FAIR TREAT
(r=0.50) and IDEA MOTIV (r=0.63). This means that employees that consider the Bl
Group as an innovative environment mostly feel that the Group motivates innovation, treats

fairly their ideas and ultimately recognizes them.

Bl RECOGN has also weak positive influence on IDEA ACCEPT (r=0.34) as well as Bl
CARES (r=0.46). This shows the correlation of having a reward and recognition system
and caring about employees’ knowledge with image of accepting ideas easily in the eyes of

Bl Group employees.

INNO ENV shows weak positive correlation with Bl CARES (r=0.45) and IDEA ACCEPT
(r=0.47). This shows that in the eyes of employees the company that has an environment
cultivating creative thinking is rather caring about human resources and accepting ideas

coming from employees more easily.
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FAIR TREAT is also demonstrated moderately positive correlation with IDEA ACCEPT
(r=0.65) and weak positive correlation with IDEA MOTIV (r=0.38). This means that for Bl
Group employees easy acceptance of the ideas by the employer is linked to the feeling of
being treated in an open and fair manner, and there is also a weaker relation of BI Group’s

will to motivate employees to share ideas to fair assessments of those ideas.

IDEA MOTIV has a weak positive correlation with BI CARES (r=0.31) and Bl RECOGN
(r=0.37). This is an indication of connection in the eyes of the employees of caring about
employees’ knowledge and establishing the reward and recognition system with motivating

employees to share good ideas.

IDEA MOTIV is also demonstrated weak positive correlation with IDEA ACCEPT
(r=0.47). This is an indication of the fact that if BI Group accepts new ideas openly it also

contributes to the motivation of employees to think out of the box.

According to the results, employees’ willingness to share ideas (SHARE IDEA) has weak
positive correlation to IDEA MOTIV (r=0.34). This is the sign of the fact that an employee
in order to actually share the idea with the company has to be aware of company’s intention

to motivate employees to do so.

FAIR TREAT is also weakly positive correlated to BI CARES (r=0.43) and BI RECOGN
(r=0.47). This means that employees tend to feel like sharing ideas if they feel that Bl
Group cares about knowledge their employees possess and recognizes the successful ideas

of their employees if they submit one.

MY KN APPREC shows weak positive correlation with Bl CARES (r=0.40), FAIR
TREAT (r=0.38) and IDEA ACCEPT (r=0.34). This means that caring image of the
employing company, fair assessment and easy acceptance of the ideas from employee

contributes to his or her feeling that their knowledge is appreciated.
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There is another weak positive correlation between Bl CARES and Bl RECOGN (r=0.44).
This illustrates a pretty logic idea: if Bl Group establishes a reward and recognition system,

then an employee thinks that Bl Group cares about his or her knowledge.

6.5. Other patterns

Only 47% of respondents stated that they were familiar with the term ‘knowledge
management’ before taking the survey, which means that awareness among employees is

not very high.

Bl Group management stated that the company made attempts in establishing proper
mentoring system, and it is supported by the survey results as only 2% of respondents
stated that they didn’t have a mentor. However, only 36% noted that a mentor connected
with them easily, and it might signal that mentoring program is not a part of culture, but

rather an induced action.

A good sign is that respondents tend to think that other employees are willing to help them
with work-related questions (90%), and only 5% are pretty sure that this is not the case. But
still among believers in assistance there are almost half (44%) of respondents who still try

to solve the issues by themselves.

92% admit that colleagues approach them if they need any help, and among them 70% are
sure that their knowledge is appreciated, 28% rather agree or disagree. Another 16%
confess that they are getting too many requests from colleagues.

The majority of respondents (98%) search in Russian, while on the whole half of the
sample (49%) believe English sources are more reliable. Search in English is done
preferably by young people (53% of English searhcers are under 30).
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Figure 21. Language of preferable online search with regards to the age of respondents

Only around 36% of respondents are willing to share their ideas on improvements, and no
more than 60% of them know exactly to whom submit an idea. This means that roughly
20% of respondents both want to share the idea and know to whom to address, which

cannot be considered as a high level.

Half of respondents admitted that there was an assigned mentor to them when they were
newly hired, and 35% of them don’t have the mentor anymore, yet 9% still feel that they

need a mentor.

34% of respondents agree that Bl Group gives equal opportunities to everyone. Comparable
level (36%) believes that new ideas are assessed in transparent and fair manner. 43% admit
that company is open minded towards ideas and suggestions coming from employees. 39%

are motivated and inspired by existing reward system in the company.
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56% of respondents agree that there exists company’s database for storing knowledge
generated by employees, however, only 55% of them mentioned that they actually use it.
This can be a sign of limited access to the database, inconvenient search tool or poor

systematization of the knowledge extraction.

Less than a half of respondents (43%) agreed that existing communication channels are
sufficient. Other respondents had a lot of different suggestions ranging from proposition of
certain options up to expression of dissatisfaction with redundancy and unstructured nature
of information. More remarks can be observed in the Annex B (Tabulated answers of

respondents in Russian language with translation into English language).

6.6. SWOT analysis

In order to have rough overview of the context in which Bl Group operates and how the
company fits into this environment it is decided to conduct SWOT analysis.

Strength. BI Group is a major player of the Kazakhstan’s construction market which is the
first company ever to be listed on the ENR Top 250 Global Constructors list since 2014.
The company consists of three holdings with specialties in residential buildings (BI
DEVELOPMENT), infrastructure (BI CONSTRUCTION) and industrial construction (Bl
ENGINEERING). Recently Bl Group started its operations in Russia, and plans to expand
to other countries as well. Innovative initiatives such as Bl Lab research center, Corporate

University, Lean Departments contribute to the positive image and competitive advantage.

Weakness. High dependence on engineering candidates pool still exists regardless of
abovementioned innovative initiatives. However, company is determined to minimize the
effects of such dependence, probably, the results from such efforts will be seen in the
future. Another weakness is the quality of construction which is the common weakness in
Kazakh construction sector, yet the company strives to improve situation in multiple

directions starting from on-site quality management improvement and up to implementing

58



ranking system for subcontractors in order to favor those who comply more in terms of

quality.

Opportunities. Construction boom in Kazakhstan started from the transfer of capital from
Almaty to Astana in 1998 gave first impulse to the development of the new company back
in the beginning of 2000-s, and the volume of construction is still very high in Kazakhstan,
CIS states and worldwide. Also, the State program of industrial-innovative development of
Kazakhstan (the recent one is for the period of 2015-2019) gives stimulus for the

development of infrastructure and industrial construction sectors.

Threats. Dependence of Kazakhstan’s market of construction materials to international
market which, in turn, depends on currency exchange rate. Recent devaluation of the
national currency substantially changed the cost structure for all the purchases from abroad.

This analysis shows that BI Group is already on the leading positions on Kazakh market
with 920 million USD sales in 2016, and there are still possibilities to sustain company’s

growth both in Kazakhstan and abroad.

Given the fact that the information and knowledge are invisible assets, the companies
cannot fully be aware what exactly their employees know and what knowledge is available
outside the company. Thus, the role of knowledge management is to define what kind of
information the organization needs and also to determine where and how to gain this
knowledge and then apply it. The construction companies tend to have traditional culture
and people might be denying that sharing their knowledge is beneficial in any sense to
them. (Palmer and Platt, 2005)

Since KM system can positively influence company’s performance and efficiency, this tool
cannot be ignored during the planned expansion of operations. Branches outside
Kazakhstan will obviously benefit from the culture of sharing knowledge and innovative

ideas, fruitful cooperation and increased level of communication.
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7. Major findings and suggestions to Bl Group

Hypothesis 1 (Employees are resistant towards innovation and lack motivation and
inspiration) is not supported across the whole company, but there certainly are areas where
Bl Group can strive to improve the situation. In order to involve as much people into idea
and suggestion generation process as possible, BI Group shall concentrate on establishing
clear and transparent procedures of idea submission and its further assessment. This will
also apparently contribute to placement of innovation friendly environment and thinking
out of the box. According to Humphrey (2005), motivation is staying high for employee if
his or her ratio of reward over invested efforts is not low as compared to other employees.
This means that sustaining equality among employees in terms of rewards, opportunities,

access to information, and access to educational programs is extremely important.

Hypothesis 2 (Communication channels are established, but they are not effective enough)
Is supported. Respondents witness that despite of rich list of implemented channels, they
are not working properly due to inability to provide employees with well structured timely

information limited to what is necessary and what can be digested by a human being.

Hypothesis 3 (Mentoring system is established, but it seems not to be working properly) is
supported due to the fact that about half of sample didn’t have a mentor in the beginning of
work for Bl Group even though management stated that the system is established. This is
one of the areas for improvement which can lead to enhancement of impartment of
knowledge, broadening of company’s heritage and better connection between experienced

and young specialists.

Hypothesis 4 (Company’s database is established, but it is not convenient and is not
regarded as effective KM tool) is supported. Since only a little more than 30% of
respondents use the company’s database for storage of knowledge generated by employees,
it means that there is much more to do in terms of improvement of IT support of KM
system. One of the steps suggested by Albers (2009) is to perform an IT assessment as

information technologies are considered as major enabler of knowledge processes, and if an
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organization lacks IT capabilities in some areas knowledge management might not be

supported enough.

Hypothesis 5 (KM is not systematic in the company) is defeated right away with the
answers to the question ‘Who is responsible for KM in BI Group?’ as answers vary from
HR to Top Management. This is a very clear sign that there is no systematic approach

applied.

Framework suggested by Albers (2009) consists of five steps, and the very first thing on the
to-do list is assigning a dedicated knowledge management team that will lead the whole
process. This team shall consider implementation of knowledge management as a project,
and the members shall possess knowledge about the company, its employees, knowledge
management approaches and other important aspects which will contribute to the success of

this initiative.

Since Bl Group has three holdings within one company, it might be pretty reasonable to
dedicate single common team rather than separate departments working only for one
holding. Lean Departments which are currently established separately in each holding of Bl
Group might become the basis for creating an aggregated department responsible for KM
system implementation and maintenance, and lean approach can become a part of the
overall strategy of KM in Bl Group, and thus become the part of the routine of such

department.

8. Conclusions and further study

Bl Group is a rapidly developing company which aims to be at the edge of innovation.
Before it did not practice systematic approach towards knowledge management, but the
company already showed understanding that information flows are not smooth and there

are some issues to be addressed in this area.
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Since employees of Bl Group Development division tend to be more involved into the
process of idea generation and work in creative environment, pilot projects shall preferably
be started among most involved and motivated employees of this branch of BI Group, but
another approach can be to conduct smaller projects in each division separately or have a

pilot project involving most creative representatives of all three holdings.

Innovation is not broadely accepted accross the company, so the hypothesis of management
suggested that possible reason might lie in ineffective communication channels and lack of
motivation, but the intensive research of current situation of KM in Bl Group showed that it

was not the only problem.

Further study shall address the adaptation of best practices described in this paper to Bl
Group’s case and pilot projects aiming to examine which way of implementation will be

most effective.

The example of Knowledge OnLine introduced by Fluor Corporation can become a model
of successfully implemented database of knowledge purely generated by employees,
however, this approach shall be substantially modified in order to become more simple.
Existing database and Bl Life mobile app are a good starting point to make comparison and
establish plan of implementation of common database of knowledge. The situation with
existing IT systems shall be investigated, assessed and studied for the subject of possible
strengthening of dedicated support to KM system.

Even though existing reward system satisfies some of the employees, it surely can also be
improved. The showcase of Vinci is a good example when the reward system is not purely
monetary, the recognition of the authors of the best ideas also plays a major role. Another
lesson that can be learned and then applied is the transparency of the evaluation process
which involved outside experts as well. Public attention to the contest and wide distribution
of the results combined with big money prize today attracts submission of over two
thousands of projects while back in 1995 the number was only 121. This should encourage
Bl Group to think bigger when it comes to motivation and reward systems and contests.
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The possible direction of further research is to create new strategy for definition of more
clear processes of idea management, increased transparency and the competence of

assessors for the submitted ideas.

Since the existing mentoring system proved to be unworkable, forthcoming improvement
source can be found in adaptation of experience of British Petroleum initiatives. There are
some certain similarities among BP and Bl Group — both companies have different business
units that have similar technical and strategic issues, but the possibility of using this

experience shall be studied more thoroughly with the use of pilot projects tool.

Implementation of Knowledge Management system is always a major change for any given
company, thus the change management tools shall be considered. The current state and
desired state shall be further analysed in order to define the existing gap. This will enable
better understanding of what and how to implement the KM system.
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ANNEX A: Questionnaire in Russian language and its translation into English
language

Bl Group — YnpaBneHue 3HaHUAMU
AHOHMMHbLIN OnpocC

Cekuusa 1. Obwasn nudopmauus

LHaHHbil pas3den sknrodaem 8 cebsi soripockl 05151 cbopa obuwel uHghopmauuu, Heobxodumodli
0ns nodsedeHusi cmamucmuKu O pecrioHOeHmax 80rpPOCHUKa.

lpexde, yem Bbl HaYyHeme...

LaHHbil onpoc nposodumcsi 8 ghopMame aHOHUMHOU aHKemb! U rpu3eaH rnosy4ume
OaHHbIe Oris aHanu3a mekyuwied cumyayuu ¢ yrnpasneHuemM 3sHaHuUsamu 6 Bawel KomnaHuu u
OUEHKU MO0_20, KaKue yry4ueHUsl U Ho8088edeHUs ¢ borbuiel 8epOSMHOCMbI MOXHO
8HeOpUMb 051 KA4ECMBEHHO20 pa3sumusi KOMaHuu.

Onpoc cocmoum u3 5 pasdernos u dosmKkeH 3aHUMame He bornee 15 muHym. B 80rpocHuUKe
rpedoxeHbl HECKOIbKO mMUrog 80rpOoCo8:

1) ymeepxxOeHusi - Bam Heobxodumo ebibpampb cmereHb Moo, HaCKoJIbKO 0aHHOe
ymeepxxOeHue nodxodum Bam, makux eonpocos borbuie ecezo;

2) soripockl ¢ 8apuaHmamu omeemos - Heobxo0umo ebibpams 1 unu 6osiee sapuaHmos,
rnodxodsawux Bam, unu npednoxumse ¢80l eapuaHm omeema;

3) omkpbimbie gonpocskl - 30eck Bam npednazaemcsi Hanucame 8ce 803HUKWUE MbICIU.

Mbi Hadeemcs, ymo Bbi 6ydeme omeeyamb 4eCmMHO, mak Kak rocre aHanu3a Bawux
omeemos 6ydem cocmasersieHa obwas kapmuHa mekyuwel cumyauyuu u rnpednoxeHs! nymu
passumusi u ynyquieHus 0ns nosbiuweHus aghgpekmusHocmu pabomei Bawel komnaHuu!

MoxanyncTa, ykaxuTte Baw BospacT: go 20 ner, 20-29 net, 30-39 nert, 40-49 nert, 50 unun
Oonee net

MoxanyucTa, ykaxuTe Baw non: My>KCKOW, XXeHCKWUI, NpeanoynTalo He yKkasbiBaTb

Otkyna Bbl pogom? ActaHa, AnmaTtbl, AKMOnMHcKast obnactb, AkTiobUHCKas obnacTb,
AnmaTtumHckasa obnactb, ATblpayckas obnactb, 3anagHo-KasaxcraHckasa obnactb,
Kambbinckas obnactb, KaparaHgmHckasa obnactb, KoctaHanckas obnactb,
Kbi3binopguHckas obnactb, MaHrucrayckas obnactb, KOxxHo-KasaxcTaHckas obnacTb,
MaBnogapckas obnactb, CeBepo-KaszaxcTtaHckast obnactb, BocTouHo-KaszaxcTaHckas
obnacTtb, CBOW BapuaHT

YpoBeHb obpasoBaHust: cpegHee (9 knaccos), cpegHee (11 knaccos), Konneax,
GakanaspuaT, marucTparypa, cneumanutet, PhD

YkaxuTte nobyro 4ononHUTENbHY MHopmaumio 06 yposHe Balwlero o6pasoBaHus

(Hanpumep, HanMeHoBaHUe y4ebHOro 3aBeaeHunsl, rofl Bblnycka, cneunanbHOCTb U T.4.)
(omkpbimbIU 8orpoc, He 0bsi3ameribHbIU)
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OnbIT paboTb!: net
OnbIT paboTel B Bl Group: net

YKaxunTe TEKYLLYH OOIPKHOCTL/MO3NLMIO (HAanpuMep, AMPEKTop AenapTaMeHTa, HavarnbHUK
oTaena, cneunanucT n 1.4.)

K kakomy xonguHry Bel oTHocutecb? Bl GROUP CONSTRUCTION, Bl GROUP
DEVELOPMENT, Bl GROUP ENGINEERING, cBoi BapuaHT

Cekuma 2. Yto s 3Haro 06 YnpaBneHun sHaHUAMU?

YnpaeneHue 3HaHusmu (Knowledge Management) - amo nipouecc co30aHus,
pacrnpocmpaHeHUs, UCMOoNb308aHUs U yripasneHusi uHghopmayuel opeaHusayuu. dmom
mepMUH OMHOCUMCS K MeXX0ucUUrniuHapHomMy rnodxody Kk docmuxxeHuro yeneu
opeaHu3ayuu br1azo0apsi HaX0X0EeHU Hauslyqule20 npuMeHeHuUs1 3HaHusIM. (Bukuniedus).

LaHHbil pa3den sxkovaem psd ymeepx0eHull, Komopbkle OMHOCSMCS K yrpassieHuo
3HaHUSMU U MOMy, 4mo amo Moxxem 0518 Bac sHa4umb. Bam Heobxodumo ouyeHUmb
cmeneHb Baweao coanacusi ¢ ymeepxX0eHusiMU.

A GbIn 3HaKoM C TepMUHOM "YnpaBneHue 3HaHuamMmn" paHee. [la, HET, CBOW BapuaHT

A cunTalo, YTO MOM 3HaHUS - 3TO HaMbonee LIEHHbI pecypc, KOTOprIZ A npepocTtaBndro And
Moero pa60To,u,aTens:|. lMoNHOCTLIO HE CornaceH, He CornaceH, CKOpee He cornaceH, 4em
corfnaceH, cKkopee corjiaceH, 4YeM He corjfiaceH, cornaceH, NofMHOCTbIO corfiaceH

HactaBHW4YecTBO: BbibEpUTE O4HO NN HECKOMBKO YTBEPXKAEHWUI, C KOTOPbIMW Bbl cornacHbl.
a. [lpn moem TpygoycTponcTee Mor pabotogaTens HasHauun MHe HacTaBHUKA.
b. 3TOT HacTaBHMK nerko wen Ha KOHTaKT CO MHOWN
c. HacraBHuK Bbipaxkan sSiBHOe XenaHne NoMoYb MHe, HanpaBnATb, OTBeYaTb Ha
MOM BOMNPOCHI.
d. A 0o cux nop npuKpenneH K JaHHOMY HacTaBHUKY.
e. Y MeHsl Tenepb ApYron HAaCTaBHUK.
f. £ 6onblue He NpUKpenneH K HAaCTaBHUKY.
g. £ 4yBCTBYIO, 4TO MHE 40 CUX NOP HYXXEH HACTaBHMK.
h. Cgou BapuaHT

BbibepuTe 0gHO MM HECKONbKO NOAXOAALMNX YTBEPXKAEHW. ECnn 51 He 3Hato Yero-To no
MOE€W HenocpeacTBeHHON paboTe, A NpeanoYvTy ¢ HanbornbLlen BEPOSATHOCTLIO:
a. obpaTtuTbCs 3a NOMOLLbIO K Konnere, B 0693aHHOCTM KOTOPOro BXOANUT
NMOMOLLb MHe No paboynm Bonpocam.
b. oGpaTtutbcs 3a NOMOLLbIO K ApyroMy Konnere, B 06513aHHOCTU KOTOPOro He
BXOAWUT MOMOLLb MHe rno paboynm Bonpocam.
C. OCYLLEeCTBMTb MOMCK OTBETA CBOMMW CUNamu (B UHTEPHETE, B OKYMEHTaLuUu,
COOTBETCTBYHOLLEN NuTEpaType 1 T.4.)
d. nonpoboBaTb paspelnTb BONPOC cam METOAOM Npob 1 owmnbok
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Ecnn mHe HeobGxoanmo nony4vynTb Mchopmau,mo Y KOro-t1o 13 Kosmnner, OHM 0OXOTHO MHE
nomoratoT. [MONHOCTBIO HE cornaceH, He cornaceH, CKOpee He cornaceH, 4em cornaceH,
CKOpee corfnaceH, 4eM He corjiaceH, cornaceH, NoyIHOCTbIO corfiaceH

Ecnun mHe HeoGxoaMMo NonyYnTb MHAOPMaLMI0, HEOBXoANMYIO ANs BbINOMHEHUS MOUX
pabounx 06sA3aHHOCTEN, 51 3Hat0, K KOMY U3 Konner HeobxoamMmMo o6paTuTbes. MoNHOCTbLIO He
cOornaceH, He cornaceH, CKOpee He COormaceH, Yem CormnaceH, CKopee CornaceH, Yem He
cornaceH, cornacet, norHoCcTbIO CornaceH

Mowu konnern yacTto o6pau.la|0Tcs:| KO MHe C Bonpocamu, eciinh OH1 4ero-Tto He 3HakoT Nno
pa60Te. IMoNHOCTLIO HEe corraceH, He corfiaceH, CKopee He cornaceH, YemM CornaceH, ckopee
corfnaceH, 4eM He cornaceH, cornaceH, NofHOCTbK CorfaceH

A aymato, 4To Mou 3HaHMA LieHsATCs. [oNMHOCTbIO HE CornaceH, He CornaceH, ckopee He
cornaceH, YeM CorraceH, CKOpee CornaceH, Y4eM He COrfaceH, CorfnaceH, NOMHOCTbHO
cornacex

MHe kaxeTcs, YTO YPOBEHb MOMX 3HAHWIN JOCTATOYEH ANS BbINOSHEHNA MOUX LOSMKHOCTHbIX
00s13aHHOCTEeN. [TONHOCTLIO HEe CornaceH, He CornaceH, CKOpee He cornaceH, 4em corriaceH,
CKOpee cornaceH, 4eM He corjiaceH, cornaceH, NoJyIHOCTbIO CcorfiaceH

A 3Hato, kakne 06nacTv 3HaHWUA, He0BXO4MMbIX ANSt BbIMOSTHEHUS MOUX OOMKHOCTHbIX
00s13aHHOCTEN, TPEOYIOT OT MEHSI AOMOMHUTESNBHOIO U3y4YeHust, paboTbl, MPAKTUKU.
MonHOCTbIO HEe cornaceH, He CornaceH, CKopee He COorfaceH, YeM cornaceH, ckopee
cornaceH, YeM He COrfnaceH, corfiaceH, NOMHOCTLIO COrnaceH

£ xouy 6onblue yuuTbCs ANg OCBOEHNSA HOBLIX 3HaHWI, HE CBA3aHHbIX C MOen paboToMN.
lMonHOCTLIO HEe cornaceH, He corraceH, CKOpee He CorfiaceH, YeM COrfaceH, ckopee
CcorrnaceH, YemM He corfaceH, corfnaceH, NoJIHOCTbIO corfnaceH

Koraa MHe Hy>XHO HanTu B MHTEPHETE, A ULLY UCTOYHWUKM Ha 3TOM A3blKe: Ka3axCKuN,
PYCCKWUI, @aHINIMNCKMIA, CBOW BapuaHT (HECKOIbKO 8apuaHmoes U3 criucka)

MHe kaxeTcs, 4TO Nnpn NOUCKe B MHTEPHETE Ha aHrMUNCcKom a3bike bonblue LI,OCTOBepHOIZ
I/IHCbOpMaLI,VII/I. IMONHOCTLIO HE COrnaceH, He CornaceH, CKopee He cornaceH, 4em corfnaceH,
CKOpee corfnaceH, 4eM He corjiaceH, corfnaceH, NoJIHOCTbIO CorfiaceH

A 3Hato, kak MoK paboToaaTternb MOXET NOMOYb PaCLUMPUTL MOU 3HaHUS. [TONHOCTBIO He
cornaceH, He cornaceH, ckopee He corfnaceH, Yem corfiaceH, ckopee corfnaceH, Yem He
corrnaceH, corraceH, NofIHOCTbIO cornaceH

BbibepuTe nogxogswme Bam yTBepXaeHUs, a TakKe npu XXenaHnm Hanuwmte CBou
KOMMeHTapum/npeanoxeHnsi o Tom, kak Baw pabotogatens 3a6otutbcs o Bawem
NIMYHOCTHOM Pa3BUTUN U pPaCLUMPEHUN 3HAHWUIA/KOMMNETEHLMI:

a. A paHee oby4dancs B Hawem KoprnopaTMBHOM yHMBEPCUTETE

b. A oby4atock B Hawem KopnopaTMBHOM yHUBEPCUTETE B HACToOsILL,EE BPEMS
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c. A xouy/nnaHupyto obyyaTtbcs B Hawem KopnopaTMBHOM yHUBEPCUTETE B
bynywem

d. Mow paboTtogatenb yTBepaun 4ns MeHsi nnaH obyvyeHums/nnaH NMM4HOCTHOro
pasBuUTUSA

e. Mon paboTtogartenb yrBepxxgaeT nnaH obyvyeHnsa/nnaH fMMYHOCTHOro
pasBUTUSA ANSA KaXO0ro COTpyaHUKa

f. Csown BapunaHT

Ecnn Bbl yyactBoBanu B 06y4eHunn, opraHnsosaHHOM Balwmm paboTtogartenem, ykaxuTe,
CKOJIbKO pa3. ATO MOryT ObITb CEMUHAPbI, TPEHUHIU, KYPCbl NOBbILLEHUSA KBanudmkauum,
mMaructpartypa u T.4. (0mKpbimbili 80r1poc)

Cekumsa 3. YnpaBneHue 3HaHUAMU B MOEN KOMMNaHUU

LaHHbil pa3desn sknrodaem psd ymeepxdeHul, Komopble OMHOCSAMCS K yrpasieHuUro
3HaHusMu e Baweli opzaHu3sayuu.

B moen komnaHum ecTb crneumnanbHas KomaHaa/oTaen, oTBevawLwwmi 3a YnpasneHme
3HaHMSIMM B Halwlen opraHnsauun. Ecnu ga, kak oHa HasbiBaeTcs1? (OmKpbImbil 80r1pOC)

HoBuukun B Moer KomnaHum NpoxoanaT cneumanbHoe obyvyeHne no Teme yrnpaBneHns
3HaHusIMW. (0OUH 8apuaHm U3 CrucKa)

a. BCe HOBMYKM B 06A3aTenbHOM nopsake

b. HekoTOpble HOBUYKM

C. HMKTO He NpPoXoauT Takoro obyvyeHus

B moeit komnaHum BHegpeHa cneunanbHasa 6asa AaHHbIX Ans XpaHEHUs 3HaHUIN, CO34aHHbIX
COTPYyAHUKaMM KOMNaHuu. ga/Het

B moelt komnaHum Yy BCe€X COTPYAHMKOB paBHble BO3MOXXHOCTU AJ1A JIMYHOro poCTta 4yepes
o6pasoBaHme. IMonNHOCTLIO HE COrnaceH, He CornaceH, CKopee He cornaceH, 4em corfnaceH,
CKOpee corfnaceH, 4eM He corjiaceH, corfnaceH, NoyIHOCTbIO CcorfiaceH

MHe kaxeTcs, 4TO MOSt KOMMaHNSA OOPOXUT COTPYOHUKaMU, Y KOTOPbIX €CTb cneuuarnbHble
3HaHUA 1 HaBbIKW. [TONMHOCTLIO HE cornaceH, He cornaceH, CKOpee He cornaceH, 4emMm
cornaceH, ckopee cornaceH, 4em He cornaceH, corfnaceH, noyfiHoCTbio cornaceH

MHe KaxkeTcsi, YTO MOS KOMMaHWUSA OpPraHN30BbIBAET PaboTy Tak, YTOObI COTPYAHMKaM ObIno
SICHO, 1€ U Y KOr0 OHU MOTYT MONYyYnTb MHCpOpMaLMo, HeobXxoanMyto Ans paboThbl.
MonHOCTLIO HE CornaceH, He CornaceH, CKOpee He CorfaceH, YeM cornaceH, ckopee
corfaceH, YeM He CorfnaceH, CornaceH, NnofHOCTbIO CorfaceH

Mos komnaHus BHeapwna dopmaribHble U HedbopMarbHble KaHarnbl pacnpoCcTpaHeHus
nHopmaummn. ga/Het
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Ecnu Bbl otBeTMNN "Aa", Ha NpeablayLwmn BONPOC, yKaxute nogpobHee, kakne KaHanbl
BHeOpeHbI: (HECKO/IbKO 8apuaHmoe U3 Criucka)

0a3a gaHHbIX KOMMNaHUN

Beb-canT KoMnaHmm

cucTeMbl 0OMeHa MrHOBEHHbIMK coobeHnamu (Hanpumep, WhatsApp)
CpenctBa aAnsa UHTEpHeET Tene- 1 Buaeo-KoHdepeHunin (Hanpumep, Skype)
CoumaneHble cetu (Hanpumep, Faceboo, VK.com)

MeyaTHble n3gaHusa (KypHansbl, GronneTeHn n 1.4.)

E-mail paccbinkm

Csow BapuaHT

SQ "0 o000

Ecnu Bbl otBeTUNN "Aa", Ha NpeablgyLwmMn BONPOC, yKkaxute nogpobHee, kakne kaHanbl
ncnonb3yeTte NU4YHO Bbl: (HECKO/IbKO 8apuaHmMo8 U3 CriucKa)

a. 0asa gaHHbIX KOMMaHUn
Beb-canT KoMnaHuu
cucTeMbl 0OMeHa MrHOBEHHbIMK coobeHmamu (Hanpumep, WhatsApp)
CpepnctBa ansa UHTepHeT Tene- 1 Buaeo-KoHdepeHunn (Hanpumep, Skype)
CoumaneHble cetn (Hanpumep, Faceboo, VK.com)
MevaTHble n3gaHns (KypHanol, 6ronneTeHn n 1.4.)
E-mail paccbinku
Csow BapuaHT

Se@ "0 a00T

Kakue kaHanbl, KOTOpble elle He BHegpeHbl KoMnaHuen, Bl 6b1 xoTeny 4onosHUTENbHO
BHeOpUTb? (OMKpbIMbIU 80MPOC)

MHe kaxeTcs1, YTO MOSi KOMMAHUA NoaYEpPKMBaET COTpyAHUKaM BaXHOCTb
camoobpasoBaHu4. MNMONHOCTLIO HE COrnaceH, He CorraceH, CKopee He CornaceH, Yem
corfnaceH, cKkopee corjiaceH, 4eM He corjfliaceH, cornaceH, NofMHOCTbIO corfiaceH

MHe kaxeTcs, YTO Mou pykoBoauTenun obnagatT 6onbLUNMK 3HAHUAMUN, YeMm S. [TONHOCTLIO
He corfaceH, He corfiaceH, Ckopee He corfiaceH, 4YeM cornaceH, ckopee cornaceH, 4Yem He
cornaceH, cornaceH, noJfiHoCTbio corfaceH

MHe kaxeTcs, 4TO B MOEN KOMMaHUu npasuiibHblE NIOOU pa60Ta+0T Ha npaBUIibHbIX

no3nunax B OTHOLLEHNN YPOBHA UX 3HaHNIN, HaBbLIKOB, BO3MOXXHOCTEN 1 NoTeHuUnana.
IMONHOCTLIO HE COorfaceH, He CornaceH, CKOopee He cornaceH, 4em corriaceH, Ckopee
cornaceH, 4emM He corraceH, cornaceH, noyiHOCTbio corfiaceH

B moei komnaHun BBeeHa cuctemMa rnooLwpeHnin U NpU3HaHua 3a nepegadvy cBoux 3HaHun

APYrMM cOTpyAHMKaM. [MoNHOCTLIO He COrnaceH, He COrfaceH, CKopee He CornaceH, Yem
cornaceH, CKopee CorfaceH, YeM He COrfaceH, CormnaceH, NofHOCTLI0 CornaceH
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Cekumsa 4. ®opmanusauma nHocdpmaumm

LHaHHbil pa3den sknovaem psd ymeepx0eHuli, Komopblie OMHOCSAMCS K Npoyeccy
useriedeHus u ghopmanulayuu 3HaHul 8 Bawel opeaHu3zayuu.

4 cocTaBnso oT4eThl: (HECKOIbKO 8apuUaHMOoe8 U3 Crucka)
a. MOCTOSIHHO Ha eXeHeaerbHOW OCHoBE
b. nocTosHHO Ha exxemeca4Hon OCHOBE
C. nocne 3aBepLUeHNs onpeaeneHHoro MeponpuaTusa/atana npoekra
d. cBOW BapuaHT

Mowu oT4eTbl BUAUT TOMNBbKO MOK pyKOBOD,VITeJ'Ib/Ha‘-IaJ'IbHVIK. lMonHOCTbIO HE cornaceH, He
corfnaceH, CKopee He cormnaceH, 4eM corfaceH, ckopee corjfiaceH, 4emMm He CornaceH,
cornaceH, NoNnHOCTbIO corfiacexH

A nonyyato pabouyve 3agaHUst TONbKO OT OAHOMO YETKO ONpeaerieHHOro YenoBeka.
MoNHOCTLIO HE COrNaceH, He CorraceH, CKOpee He CornaceH, Yem CorfnaceH, ckopee
corraceH, YeM He corfiaceH, cornaceH, NoOsIHOCTLIO CornaceH

Moto paboTy KOHTPONMPYET U MOHUTOPUT TONbKO OAMH YETKO OnpeaeneHHbIn YernoBek.
MonHOCTLIO HE cornaceH, He cornaceH, CKOpee He CorfaceH, YeM corfnaceH, ckopee
corfaceH, YeM He COrfniaceH, CornaceH, NnonHOCTLIO CorfaceH

[orkHel v Bbl npucyTcTBOBaTL Ha coBelaHmax? Ecnv ga, cKonbko pas 3a mecsauy?
(omkpbimbIl 80rpoc)

BbibepuTe 04HO UM HECKONBKO YTBEPXKOEHUN, C KOTOPbIMU Bbl cOrnacHbl: (HECKOIbKO
8apuaHmos U3 CriucKa)
a. Bcto nHdopmauuio, kotopas HeobxoamMma MHe OT Konner ans paboTsl,
nosly4aro BOBpems
b. Bcto nHdopmauuto, Kotopast Heobxogrma MHe OT Konrer and paboTsl, s
nonyyato 6e3 HanoMMHaHWUN C MOE CTOPOHbI
c. YTtob6bl nony4nTb MHOPMaUN0, KOTopad Heobxo4MMa MHe OT Konner aAng
paboTbl, 9 Npynarat o4eHb MHOIO YCUInK
d. Mow 3anpochkl Ha nonyyYyeHne MHopMaLMm OT KOSNer UrHOPUPYTCS
e. Mowu 3anpockl Ha nony4yeHne NHOpPMaL KN OT KOMSEr OTKMOHAKTCA
f. HekoTopble Mou Konnern cos3gatT NpensTCTBMS ANg NOTOka MHdopMaumm
BHYTPM KOMMNaHWU1
g. f He xo4vy oTBeYaTb Ha 3anpoChbl O NOy4YEHMN MHCPOPMaLIMM OT HEKOTOPbIX
KONer no fin4HbIM NpUYMHam
h. 4 nony4ato crnvwKomM MHOro 3arnpocoB Ha MHAOPMaLMI0 OT MOUX Konner
i. 3anpocbl Ha MHOPMAaLMIO OT MOMX KOMSEr OTBIEKAT MeHS OT paboTbl
j- C.oW BapuaHT

Kak MOXHO yny4wnTb NOTOK MHpopmaumm B Baluen komnaHumn? (omkpbimsit 80r1poc)
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Cekuus 5. YnpaBneHue ngesimum

LaHHbil pa3den skodaem psd ymeepx0eHull, Komopbkle OMHOCSMCS K yrpassieHuro
udesmu 8 Balwel opeaaHu3ayuu.

Ecnu Y M€HA €CTb naed no ynyyweHuo and MOEN KoMnaHuu, s XO4y ero noaesinTbCA C MOem
KomMnaHunen. NonHOCTbLIO He cornaceH, He cornaceH, CKOopee He cornaceH, 4em corriaceH,
CKOpee cornaceH, 4eM He corjfiaceH, cornaceH, NoJIHOCTbIO corfiaceH

BbiGepurTe 04HO MM HECKONBbKO YTBEPXKOEHUN O BHECEHUMN NPEeaNoXeHUA N ngen no
YNy4dLEeHMo, ¢ KOTOpbIMU Bbl cornacHsbl::
a. B moen opraHmnsaumm ectb cneumanbHbl OTAEN, Kyaa Ntobon CoTpyaHUK
MOXET BHECTU CBOWN MOen n npeanoxeHns
b. A 3Hato, K KOMY KOHKPETHO MOXHO 06pPaTUTBLCA, ECNN Y MEHSA €CTb
npeanoXxeHnst
C. A DOIMKEH BHOCUTb MAEW U MPEANOXKEHUS YePE3 MOEro HENOCPEACTBEHHOIO
HavanbHuKa
£ Mory BHECTU NpeasioXKeHUs1 U UAEN aHOHUMHO
OueHKy BHECEHHbIX Uaen 1 npeanoXeHnn NpoBoOANT cneunarnbHbIi KOMUTET
OueHKy BHECEHHbIX UOEN 1 NPeafioXeHNNn NPOBOANT OOUH YENOBEK
Csow BapuaHT

@™o o

B Hawen komnaHum ngen n NpeanoxXeHns oLueHnBatoTCs NPo3payvyHo N YeCTHO. [MoONHOCTLIO
He cornaceH, He corraceH, Ckopee He CorfnaceH, Yem CorfiaceH, ckopee CornaceH, Yem He
cornaceH, cornaceH, NofIHOCTbIO CornaceH

Halua komnaHus OTKPbITO U C NNIErKOCTbIO NMPUHUMaET naen n npennoxXeHnda ot CoOTpyaHMUKOB.
IMONHOCTLIO HE CorfaceH, He cornaceH, CKopee He cornaceH, 4em corriaceH, Ckopee
cornaceH, 4emM He corraceH, cornaceH, noyiHOCTbio corfiaceH

Hawa komnaHna nmeet CUCTemMy noouwipeHuna ona CoOTpyaHUKOB, YbU NOeEN ObIN OLIEHEHDI
NOJTOXKNTEJTbHO U NPUHATLI B pa3pa60T|<y. na/Het

Kak komnaHusi MOTMBMPYET COTPYAHUKOB BHOCUTL MAEW U NPEONOXKEHNS NO YIyYLLIEHNI0??
(HeckorbKo 8apuaHmMoe U3 criucka)

[eHexHoe Bo3HarpaxaeHune

My6nnyHoe npusHaHWe BbICLLUMM PYKOBOACTBOM KOMMaHUN
OpraHn3oBbIBaeT KOHKYPCbl Ha Nnyyline naen

Hwvkak He moTuBMpYyeT

Csou BapuaHT

© o 0oTo

NnyHO ANA MeHsa cucTeMa NoOLLPEHWUI B KOMMaHUN ABNSETCA O4eHb MOTUBUPYHOLLIEN U
BOOXHOBNSAOLWEN. MNMOMHOCTBLIO HE COrMaceH, He COormaceH, CKOpee He COornaceH, Yem
corfaceH, CKopee CornaceH, Yem He COrmaceH, CornaceH, NofHOCTLIO CornaceH

Kak MOXHO ynyyLmnTb CUCTEMY MOTMBALMM U NOOLLPEHNUSI B KOMNAHUN? (OMKPbIMbIL
80r1poc)
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BbibepunTe 0gHO M HECKOMNbKO YTBEPXKAEHWUI, C KOTOPbIMK Bbl cornacHbl::

a. A xouy, YTOObI MOW KOMNMEr 3HanNM, YTO A Nodar HOBYHO MAEK UMK
npegnoXeHne Ons OLEHKN

b. Ecnu moto ngeto npuHAnm, s xody, YTobbl MOW KONMErn 3Hanu, YTo UMEHHO s
SIBMNAIOCb aBTOPOM 3TOW naemn

c. Ecnu moto ngeto oTknoHnnn, s xouy, 4ToObl MOM KOMMErn He 3Hanm, 4To
MMEHHO §1 SIBMSIOCbL aBTOPOM 3TOWN naeun

d. A nogasan ngeun n npeanoXeHns No ynyyLeHno B NPOLLIOM

e. A Hukorga He nogasan naeun u NpearioXXeHnUs rno yny4dlweHuo B NpoLuiomM

f. A nnaHupyto nogaTb naen n NpeanioXeHns no yny4dleHuo B dygyuiem

g. £ He nnaHMpylo nogaBaTtb MAEWN N NPeasIoKEeHNA Nno ynyywexuto B byayuiem

h. Cgou BapuaHT

A cunTalo, YTO aHOHMMHOE BHECEeHME naen n npe,u,no>|<eH|/||7| sBnsieTcsl bornee YeCTHbIM He
3aBNCUMO OT TOro, NPUMYT U OTKITOHAT naeto. IMoNHOCTLIO HE CorfaceH, He cornaceH,
CKOpee He cornaceH, 4eM corjiaceH, Ckopee corfnaceH, 4eM He cornaceH, coriiaceH,
NOJIHOCTbLIO CornaceH

A cunTalo, 4YTO Halla KomMnaHus cTapaeTcAa MOTUBMpPOBaTb CBONUX COTPYAHUKOB K
HeCTaHOapTHOMY U TBOPYECKOMY MbILLTEHUIO. [NonHOCTLIO HE CcornaceH, He cornaceH,
CKOpee He cornaceH, 4emM corjfiaceH, Ckopee corfnaceH, 4eM He cornaceH, coriaceH,
NOJIHOCTbLIO CornaceH

£ cunTalo, YTO B HaLLel KOMNaHuM atmocdepa, MOTUBMPYIOLLLAA COTPYOHMKOB K
TBOPYECKOMY MOAXOAY U reHepaumm naeit. NMonHOCTbIO He cornaceH, He CornaceH, ckopee
HEe COrfaceH, YeM COrfnaceH, CKopee CornaceH, YeM He COrnaceH, CornaceH, nosiHOCTbo
cornaceH

Cnacu6o 3a omeembi!

Bebi 3asepwiunu aHkemy! Bawu yecmHble omeemsi gHecym 6onbwiol exkiad 8 npogodumoe
uccnedosgaHue u hopmuposaHue rnpednoxeHuUl Ons yyHuweHul cucmems! yrnpasieHusi
3HaHusIMU 8 Baweli komnaHuu!
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Bl Group — Knowledge Management
Anonymous Questionnaire

Section 1. Background Information

This section includes questions for gathering the general background information needed to
gain statistics about respondents.

Before you start...

This questionnaire is anonymous and aims to gather data for analysis of the current situation
knowledge management within the company and to assess what kind of improvements and
innovation are more likely to be adopted in order to maintain qualitative development of the
company.

The questionnaire consists of 5 sections and is going to take no more than 15 minutes. In
the questionnaire there are few types of questions:
1) The statements — you should choose the degree of how much you can relate to the
given statement; such type of questions prevails;
2) Multiple choice gquestions — you should choose 1 or more options you can relate on
Or propose your own option;
3) Open questions — you are asked to express all your ideas.

We hope that you will be answering honestly as after the analysis of your answers we will
define the big picture of the current status and propose the possible ways of development for
increased efficiency of the work of you company!

Please, indicate your age: under 20, 20-29, 30-39, 40-49, 50 or older

Gender: Male, Female, Prefer not to mention

Origin: Astana, Almaty, Akmola region, Aktobe region, Aimaty region, Atyrau region, West
Kazakhstan region, Zhambyl region, Karaganda region, Kostanay region, Kyzylorda region,
Mangystau region, South Kazakhstan region, Pavlodar region, North Kazakhstan region,

East Kazakhstan region, Own response

Education level: School (9 classes), School (11 classes), Secondary professional education,
Bachelor degree, Specialist degree, Master degree, PhD

Please, specify any additional information about your level of education (e.g., the title of the
educational organization, graduation year, major, etc.) (not obligatory)

Experience: years
Working in Bl Group for years

Please specify your current job position (e.g., department director, head of division,
specialist, etc.)
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In which holding you are working? Bl GROUP CONSTRUCTION, Bl GROUP
DEVELOPMENT, Bl GROUP ENGINEERING, Own response

Section 2. What | know about knowledge Management?

Knowledge Management (KM) is is the process of creating, sharing, using and managing the
knowledge and information of an organization. It refers to a multidisciplinary approach to
achieving organisational objectives by making the best use of knowledge. (Wikipedia).

This section includes several statement which relate to knowledge management and to what
it could mean to yourself. You shall assess your own level of relation towards the
statements.

| was familiar with the term ‘knowledge management’ before. Yes, No, Own response

| believe that knowledge is my biggest asset | am providing to my employing organization.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

Mentoring: please, select one or more statements on which you agree.
a. When | first came to this job my company assigned a mentor to me.
This mentor easily made a connection with me
This mentor was willing to help me/guide me/answer my questions
This mentor is still assigned to me
I have a different mentor now
| don’t have an assigned mentor anymore
| feel that | still need the mentor.
Own response

Se@ "0 o0CT

Please, select one or more appropriate statements. If | do not know something related to my
job, I will most likely prefer:
a. Toreach out to my colleague who is assigned to help me with work-related
questions
b. To reach out to other colleague who is not assigned to help me with work-
related questions
c. Totry to find an answer on my own (e.g., in internet, in documentation,
related sources, etc.)
d. To try to solve the question by myself through trial and error

If | need any information from my colleagues, they are willing to help me out. Strongly
disagree, Disagree, Rather disagree than agree, Rather agree than disagree, Agree,
Strongly agree

If | need any information required to fulfil my job duties, | know to whom | ought to address.

Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree
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My colleagues often approach me to ask if they do not know something related to the work.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

| feel like my knowledge is appreciated. Strongly disagree, Disagree, Rather disagree than
agree, Rather agree than disagree, Agree, Strongly agree

| believe that my level of knowledge is sufficient to fulfil my job duties. Strongly disagree,
Disagree, Rather disagree than agree, Rather agree than disagree, Agree, Strongly agree

| know what areas of knowledge required for my job duties require from me more
education/work/training. Strongly disagree, Disagree, Rather disagree than agree, Rather
agree than disagree, Agree, Strongly agree

| am willing to study more to explore knowledge not related to my job duties. Strongly
disagree, Disagree, Rather disagree than agree, Rather agree than disagree, Agree,
Strongly agree

If | need to find something on internet | search for sources in this language: Kazakh,
Russian, English, Own response (multiple choice)

| believe that when searching online there is more reliable information in English. Strongly
disagree, Disagree, Rather disagree than agree, Rather agree than disagree, Agree,
Strongly agree

I know how my company can help me to broaden my knowledge. Strongly disagree,
Disagree, Rather disagree than agree, Rather agree than disagree, Agree, Strongly agree

Please, select statements on which you can relate, and in case you would like to do it please
add your own comment/suggestions about how your employing organization cares about
your personal growth and knowledge/competence development:

a. | have studied in our Corporate University before
| am studying in our Corporate University now
| want to study in our Corporate University in the future
My employing organization created a personal development plan for me
My employing organization creates an education plan for each employee
Own response

~0oo0UT

If you participated in education programs organized by your employing organization, please,
indicate how many times. It could be workshops, trainings, career enhancement courses,
master programs, etc. (open question)

Section 3. Knowledge Management in my employing organization

This section includes some statements related to knowledge management in your
organization.
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My employing organization has a team/department responsible for KM in our company. If
yes, please indicate what is its title. (open question)

My employing organization has special trainings for newcomers on the topic of KM. (single
choice question)

d. All newcomers mandatorily

e. Some newcomers

f.  Nobody has such training

My organization implemented a special database for storage of the knowledge created by
the employees of the company. Y/N

My employing organization gives equal opportunities for personal growth through education
for all its employees. Strongly disagree, Disagree, Rather disagree than agree, Rather agree
than disagree, Agree, Strongly agree

| feel like my employing organization cares about employees who have special knowledge
and skills. Strongly disagree, Disagree, Rather disagree than agree, Rather agree than
disagree, Agree, Strongly agree

| believe that my company organizes the work in such a way so it would be clear to the
employees where and from who they can get the information required to the work. Strongly
disagree, Disagree, Rather disagree than agree, Rather agree than disagree, Agree,
Strongly agree

My employing organization has implemented formal and informal channels of information
distribution. Y/N

If the last answer was ‘yes’, please, specify: (multiple choice question)
a. Company’s database

Company’s website

Instant messengers (e.g., WhatsApp)

Online tele- and video-conference means (e.g., Skype)

Social networks (e.g., Facebook, VK.com)

Printed issues (journals, booklets, etc.)

E-mail digests

Own response

Se@ "m0 o00T

If the last answer was ‘yes’, please, indicate which ones you personally use: (multiple choice
guestion)

Company’s database

Company’s website

Instant messengers (e.g., WhatsApp)

Online tele- and video-conference means (e.g., Skype)

Social networks (e.g., Facebook, VK.com)

Printed issues (journals, booklets, etc.)

E-mail digests

Own response

SQ ™0 o0 0T
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Which channels which are not implemented by the company yet you would like to implement
additionally? (open question)

| believe that my company emphasizes to the employees the importance of self-studying.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

| believe that higher level employees know more than | do. Strongly disagree, Disagree,
Rather disagree than agree, Rather agree than disagree, Agree, Strongly agree

| believe that my employing organization has right people in right place in terms of their level
of knowledge, skills, abilities and potential. Strongly disagree, Disagree, Rather disagree
than agree, Rather agree than disagree, Agree, Strongly agree

My employing organization has a reward and recognition systems for sharing knowledge
with other employees. Strongly disagree, Disagree, Rather disagree than agree, Rather
agree than disagree, Agree, Strongly agree

Section 4. Information formalization

This section includes some statements related to the process of extracting and formalization
of knowledge in your organization.

| write reports: (multiple choice question)
a. on the timely basis weekly
b. on the timely basis monthly
c. after finishing a certain event/project phase
d. Own response

Only my manager gets to see my reports. Strongly disagree, Disagree, Rather disagree than
agree, Rather agree than disagree, Agree, Strongly agree

I get work tasks only from one clearly defined person. Strongly disagree, Disagree, Rather
disagree than agree, Rather agree than disagree, Agree, Strongly agree

My work is controlled and monitored only one clearly defined person. Strongly disagree,
Disagree, Rather disagree than agree, Rather agree than disagree, Agree, Strongly agree

Do you have to attend meetings? If yes, how often per month? (open question)

Please, select one or more statements you can relate to: (multiple choice question)

a. Allinformation | need to get from my colleagues to fulfil my job duties is
provided on time

b. All information | need to get from my colleagues is provided without any
reminders from my side

c. Inorder to get the information | need to fulfil my job duties | have to put very
much efforts

d. My requests for information from my colleagues are being ignored
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e. My requests for information from my colleagues are being rejected

f. Some of my colleagues create obstacles to continuous information flow within
the company

g. | am not willing to fulfil information requests from some of my colleagues due
to personal reasons

h. | am getting too many requests for information from my colleagues

i. Requests for information from my colleagues distract me from the work

j- Own response

How could the information flow in your company be improved? (open question)
Section 5. Idea Management
This section includes some statements related to the idea management in your organization.

If | have an idea on improvements in my company | am willing to share them with my
company. Strongly disagree, Disagree, Rather disagree than agree, Rather agree than
disagree, Agree, Strongly agree

Select one or more statements about submission of propositions and ideas for
improvements that you agree on:

a. My organization has a special department where any employee can submit
an idea
| know to whom exactly | can address if | have suggestions
I have to submit my ideas and propositions through my direct manager
| can submit my propositions and ideas anonymously
The submitted ideas and propositions are assessed by a special committee
The submitted ideas and propositions are assessed by a single person
Own response

@0 aoo0CT

In our company the ideas and propositions are considered in a transparent and fair manner.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

Our company accepts ideas and propositions coming from its employees openly and easily.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

Our company has a reward system for employees whose ideas were positively assessed
and proceeded. Y/N

How does the company motivate the employees to submit the ideas and propositions for
improvements? (multiple choice question)
a. Money reward
Public recognition by the top-management
Organization of contests for best ideas
It is not motivating anyhow
Own response

®caoCT
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For me personally the reward system in the company is very motivating and inspiring.
Strongly disagree, Disagree, Rather disagree than agree, Rather agree than disagree,
Agree, Strongly agree

How the motivation and reward system in the company can be improved? (open question)

Please, select one or more statements that you agree on:
a. | want my colleagues to know that I've submitted new idea or proposition for
assessment
b. If myidea is accepted | want my colleagues to know that | was the author of
this idea
c. If myidea is rejected | don’t want any of my colleagues to know that | was the
author of this idea
I've submitted ideas and propositions for improvement in the past
I’'ve never submitted ideas and propositions for improvement in the past
| am planning to submit ideas and propositions for improvement in the future
I am not planning to submit ideas and propositions for improvement in the
future
h. Own response

@™o o

| believe that keeping the name of a person who submitted an idea confidential is a more fair
approach regardless of acceptance or rejection of this idea. Strongly disagree, Disagree,
Rather disagree than agree, Rather agree than disagree, Agree, Strongly agree

| believe that my employing organization is trying to motivate its employees to be creative
and think out of the box. Strongly disagree, Disagree, Rather disagree than agree, Rather
agree than disagree, Agree, Strongly agree

| believe that my employing organization has environment cultivating creative thinking and
idea generation. Strongly disagree, Disagree, Rather disagree than agree, Rather agree
than disagree, Agree, Strongly agree

Thank you for responses!

You have finished the questionnaire! Your honest answers will contribute to the conducted
research and elaborating suggestions for improvement of the knowledge management
system in tour company!
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ANNEX B - Tabulated answers of respondents in Russian language with translation into English language
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ANNEX C - Employee statistics on BI Group employees in Russian language with translation into English language

CraTuctmyeckue gaHHble no cotpygHukam Bl Group

PacnpegeneHune no ¢pyHKLMAM

PacnpegeneHue no nony

C.1

OyHKUMA CeMeNCTBO A0MKHOCTU % Mon %
Controlling Cb 2,8% HeHckuin 24%
BnOT 2,4% My:KcKol 76%
CBA 0,2%
TexHnyeckuit Hagzop 1,0%
Executives OupekTopat 2,2% PacnpegeneHune no Bo3pacty
Methods of Business Devel |Lean / KoHTponb KayecTsa 0,7% Bo3pact %
lpynna Project / YnpasneHue segeHua npoekTtos / BIPS 0,7% mnagwe 23 net 6,30%
TexHu4Yeckun otaen 0,6% 23-27 net 22,40%
Production 3aBog, 2,9% 28-35 net 27,40%
NabopaTtopus 0,7% 36-45 net 20,00%
NnHua 26,4% 46-60 net 21,50%
MexaHunsauuma 23,9% 61 ron u cTapuwe 2,40%
ounc 0,8%
nTto 5,0% PacnpegeneHve no o6pasoBaHuto
Sales and PostSalesSuppor |JenaptameHT npogask / KoHTaKT-LeHTP 3,2% ObpaszoBaHue %
CepsucHoe YnpaeneHue / OO 4,3% Bbicwee npoduabHoe 65,55%
YnpasneHue passutua / OTaen peknamoi 0,8% Bbicwee HenpoduibHOe 11,25%
Support HR 2,4% CpenHee npodpunbHoe 15,74%
PR 0,3% CpenHee HenpoduabHoe 7,46%
AXO 3,8%
Byxrantepus 1 KasHaYemncTBo 5,0%
dUHaHCbI 2,9%
NHbOopMaLMOHHbIE TEXHONOTUK 1,7%
Kommepuecknin otaen/3akynku 2,7%
HOpuanueckuin otaen 2,7%
O6uwmi ntor 100,0%




Statistics on Bl Group Employees

Functional Distribution Distribution over gender
Function Position Family % Gender %
Controlling Cb 2,8% Female 24%
Safety and Labor Protection 2,4% Male 76%
Internal Audit 0,2%
Technical Supervision 1,0%
Executives Directorate 2,2% Distribution over age
Methods of Business Devel [Lean/QA 0,7% Age %
Project Group / Project Management / BIPS 0,7% <23 6,30%
Technical department 0,6% 23-27 22,40%
Production Plant 2,9% 28-35 27,40%
Lab 0,7% 36-45 20,00%
Line production 26,4% 46-60 21,50%
Mechanisation 23,9% 61 and older 2,40%
Intellectual property department 0,8%
Production and Technical department 5,0% Distribution over education level
Sales and PostSalesSuppor |Sales department / Contact center 3,2% Education level %
Service Department / After-sales service department 4,3% Higher level industry major 65,55%
Development / Adveertising department 0,8% Higher level industry minor 11,25%
Support HR 2,4% College industry major 15,74%
PR 0,3% College industry minor 7,46%
Administration and Maintenance Department 3,8%
Accounting and Treasury 5,0%
Finance 2,9%
IT 1,7%
Commerce/Purchase department 2,7%
Legal Department 2,7%
Overall 100,0%
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ANNEX D - Codified answers matrix for CORREL analysis

IDEA

BI RECOGN SHARE IDEA FAIR TREAT ACCEPT

z
X
>
b=

MY KN

MY KN
ASSET

INNO ENV

IDEA MOTIV

KM DBASE BI CARES

MORE

w
L
=}
2]

APPREC

DEV/CON/ENG KM FAM

Bl EXP

EXP
10
10
17
12

EDU

GENDER

AGE

-2

10

16

18

22

21

37

12

14
26

12

25

2

25
30
22

-2

20

13
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17

11
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56
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IDEA

BI RECOGN SHARE IDEA FAIR TREAT ACCEPT

z
X
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b=

MY KN

MY KN
ASSET

INNO ENV

IDEA MOTIV

KM DBASE BI CARES

MORE

w
L
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APPREC

DEV/CON/ENG KM FAM

EXP Bl EXP

EDU
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AGE

14

15

10
12
20
19

10
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16

13
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15

13
15

28

14
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12

12
20
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14
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15

12
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IDEA

BI RECOGN SHARE IDEA FAIR TREAT ACCEPT
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MY KN
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INNO ENV

IDEA MOTIV

KM DBASE BI CARES
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GENDER

AGE
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IDEA

BI RECOGN SHARE IDEA FAIR TREAT ACCEPT

MY KN MY KN STUDY

MY KN
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KM DBASE BI CARES
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