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ABSTRACT

For effective implementation of knowledge managemenorganizations, it is crucial
organization to identify and understand the keydicthat will influence the success of
knowledge management initiative as these may hexfeynd effects on the organization
performance. The general objective of this studys wa determine the effect of
knowledge management enablers on organizationmpeafoce with a particular emphasis
on tax authorities. Specifically, the study soudbt identify the key knowledge
management enablers that affect the performandéenfa Revenue Authority and to
determine the effect of such enablers on the padace of Kenya Revenue Authority.
This study was designed as a case study. The fsasashe Kenya Revenue Authority.
Primary data was collected using semi-structuréehwew guide. The respondents were
middle level managers in KRA. Data gathered wadyard using both descriptive
(percentages) and content analysis methods. Thigese presented in thematic areas
based on the objectives of the study. The studydothat significant enablers of
knowledge management were organizational culturella@oration, mutual trust,
learning, and leadership), structural issues (eésation and formalisation), people, and
IT infrastructure. The study also revealed thas¢hlkenowledge management enablers had
moderate to high effect on the performance of trgamisation. The study therefore
concludes that knowledge management enablers dffiecperformance of KRA. The
result of this study not just validates theory wigality; it also provides a reference for
the academia as well as the business field, therefds recommended that firms that
seek to improve their performance should consideowdkedge management as an
important cog in the wheel towards the achieveroétitat goal.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

Tanriverdi and Venkatraman (2005) indicate that idedge has become the key
economic resource and the dominant and perhapstheeonly source of comparative

advantage. The twenty-first century is the era mbvidedge economy, in which most

firms possess knowledge that enables them to inepcovporate performance. How the
corporation enhances organization value to boosrnal performance and external

competitiveness through the creation of effectivewdedge management is a critical
task (Mason & Pauleen, 2003). Knowledge generatambe defined as the process by
which the firm obtains knowledge, either from odésithe company or generated
internally (Sharp, 2003). If organizations implerh&nowledge management practices
successfully they are able to perform intelligentysustain their competitive advantage

by developing their knowledge assets (Yeh, 2006).

The information technology boom has caused orgénizto realize the shift from the
resource economy of controlling land, labour anpiteato the knowledge economy of
creating business value through the utilizationntdngible knowledge. This has caused
“knowledge management” to be of crucial importaircéhe public sector as well as the
private sector both for organizations as well asifidividuals. However one of the key
concerns that have emerged related to knowledgeageament is how to accomplish it
successfully (Wiig, 1997). As enterprises stann@nage their organizations’ knowledge
they need to be clear of the factors that willuefice knowledge management, which are
known as knowledge management enablers and tHatioreship with organizational

performance. Because enablers are the driving fancecarrying out knowledge



management, they do not just generate knowleddeeirorganization by stimulating the
creation of knowledge, but they also motivate threug members to share their
knowledge and experiences with one another, allpwnganizational knowledge to grow

concurrently and systematically (Ichijo, 1998; Stbouse & Pemberton, 1999).

1.1.1 Knowledge Management Enablers

Knowledge management enablers (or influencing fagtare organizational mechanism
for fostering knowledge consistently (Ichijo, 1998Jhey can stimulate knowledge
creation, protect knowledge and facilitate the islgaof knowledge in an organization.
They are also the necessary building blocks ininif@ovement of the effectiveness of

activities for knowledge management (Ichijo, 198&nehouse & Pemberton, 1999).

In the process of carrying out knowledge managemaganizations have to face the
varying conditions of corporate culture, workflomopesses, and the integration of group
members’ knowledge. They also need strong suppart fop management, because it is
possible that during the process they will encauntesistance from employees.
Organizations also need to increase the usagdammation technology in order to help
the problem regarding the flow of information (Hede& Allwood, 2002). The
knowledge management enablers under focus intinily snclude organizational culture,

organizational structure, people and informatiomgwnication technology.

1.1.2 Organizational Performance
Organization performance may be defined as theegeigr which organizations achieved
it is objectives (Elenkov, 2002). An effective knedge management add more value to

the overall performance of the organization (Toft&n Olsen, 2003). Successful



implementation of knowledge management enables rgan@ation to become more
innovative, harmonize its effort, however there n® unique way to measure
organizational performance related to knowledge agament. The measures of
organizational performance are classified into fcategories namely financial measures,

intellectual capital, balanced scorecard, and tdagnd intangible benefits (Gold, 2001).

Performance measures that use available secon@aayade referred to as objective
measures of performance and this have been exédnsised by researchers that have
studied performance relationships. However, othadiess have also used subjective
measures of performance where the respondentssiesl 40 rate their performance
across a number of functions. Empirical evidence revealed that such subjective
measures mirror the performance measures that lysetive measures and therefore
studies can adopt whichever method suits it depgnain the circumstances of the study.
This study, adopts the balance score card methosheasure the performance. The
balanced score card retains financial performamcesapplements it with measures on
the drivers of future potential. In Addition it more useful than intellectual capital or
tangible and intangible approach because it shoausec and effects links between

knowledge components and organization strategiaségple & Joshi, 2001).

1.1.3 Kenya Revenue Authority (KRA)

The Kenya Revenue Authority (KRA) was establishgdab Act of Parliament, Chapter
469 of the laws of Kenya, which became effectivelenJuly 1995. The Authority is the
predominant government revenue collection agencgowating for over 96% of

Government Ordinary revenues. The Authority adniengs18 Acts of Parliament as well



as collects agency revenue for several Governmgeinéies. KRA’'s governance and
management structure is organized as per recommdntkrnational best practice for
Semi Autonomous Revenue Authorities (SARA’s). Theail of Directors (BOD) is the
governing body of KRA as set out in the KRA Acthls two ex-officio members from
the Government (Permanent Secretary, Treasury dtain&y General) and six other
members from private sector. The BOD is respondilniethe review and approval of

policies and monitoring the functions of KRA (KRAt corporate plan, 2012).

Day to day management of the Authority is the respmlity of the Commissioner
General, assisted by five Commissioners in chafg€ustoms Services Department
(CSD), Domestic Taxes Department (DTD), Large Tagepdffice (LTO) and Medium
and Small Taxpayer (MST), Investigations and Erdorent (I&E) and Support Services
Department (SSD). The Commissioner for Support iSesv also supervises Road
Transport Department (RTD). In addition there areest Headquarter Departments and

five Regional Offices (KRA fifth corporate plan, 22).

KRA is central to achieving various national poliopjectives and indeed KRA's
performance will largely determine whether the Gawgent is able to fund its policy
agenda. That responsibility demanded Kenya Revehwhority to institutionalize

effective knowledge management practices by restrung the organization structure,
employing knowledge workers Employees with T-shaglélis who can integrate diverse
knowledge assets (Leonard, 1995), Enhancing KRé&rparate culture by espousing the
organizations core values. Modernizing, maintainiagd integrating information

Technology System (IT). (KRA fifth corporate pl&12).



1.2 Research Problem

Knowledge management is a key source of competdisreantage for organisations
(Choy, 2006). Knowledge management is importanit @nables organisations to gain
insight and understanding from it is own experierace procedures. However for
effective implementation of knowledge managementonganizations, it is crucial
organization to identify and understand the keydcthat will influence the success of
knowledge management initiative as these may hexfeynd effects on the organization
performance. These factors are the driving forceamying out knowledge management,
they do not just generate knowledge in the orgaioizeby stimulating the creation of
knowledge, but they also motivate the group membershare their knowledge and
experiences with one another, allowing organizaidmowledge to grow concurrently
and systematically (Ichijo, 1998) Unfortunately, sh@rganizations are not clear about

such factors (Choy, 2006) hence the need for thdys

Previous studies have been done on the effect ofvleldge management enablers on
organisational performance. Bennett and GabrieR9)9studied various knowledge
management methods in view of organizational stirectculture, size, and environment.
Ichijo (1998) noted that in order for organizaticlmsavoid arbitrary or un-systematic
growth of knowledge they need to construct someblens so that the organization’s
knowledge can grow concurrently and systematic&lypta and Govindarajan (2000)
concluded there is an inter-relationship betweea #nablers and organizational
performance, therefore combination of various esr@bkhould not be treated as by
chance — instead it should be treated as a whatmy Studies on the same in the

Kenyan context are lacking and given the diffeemtironment in which organisations in



Kenya operate from those of the developed countigish have been covered by the
previous studies, there is a gap that needs toilled and the present study seeks
therefore to examine this relationship. This sttltgrefore seeks to answer the following
qguestions: What is the effect of knowledge managensmablers on organizational
performance of Kenya Revenue Authority?
1.3 Research Objectives
The general objective of this study is to deterntime effect of knowledge management
enablers on organization performance by using KeRgaenue Authority as a case in
point. The Specific objectives for this study are:

i. To identify the knowledge management enablers tffgcthe organizational

performance of Kenya revenue Authority.
ii. To determine the effect of knowledge managemenbler& on organizational

performance of Kenya revenue Authority

1.4 Value of the Study

This study will aim at determining the relationstbptween knowledge management
enablers and organizational performance by elaingrdhe significance of knowledge

management processes. The study will be importahe various stakeholders in the
field of Knowledge management. It is anticipateattinesult of this study provides

managers with new insight and understanding ofpthveer of knowledge management
and hence could encourage managers to considealfamplementation of knowledge

management strategies in order to maximize orgaaimmperformance.



The result of the study will be of significance iomfance to Kenya Revenue Authority
which is the statutory authority for tax collectiamd administration. The study will

generate information to the organisation on whi¢hth@se knowledge management
enablers have a significant impact on organisgteniormance and overall success. This
can help organization to focus more on such knogdechanagement enablers. It also
helps in the development of strategies that sthergtcompliance to enforce these

enablers and enhance performance.

For the scholars the study will provide insight &mbwledge on the emerging field of
knowledge management, and knowledge managementeenathich is yet limited to
abstract concept, ideas, frameworks and models Fifidings of this research also adds
to the existing body of literature on knowledge mgement particularly in public

services and more specifically on tax administratioKenya.



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter provides an overview of the publishiedature on knowledge management
and knowledge management enablers in organizatmas the effect they have on
organizational performance. The chapter startobiihg at the theoretical review, then
discusses the knowledge management enablers aird efffiects on organizational

performance. This chapter concludes by highlightithgg empirical literature on

knowledge management, knowledge management enaldexd organizational

performance.

2.2 Theories and Concept of Knowledge Management

KM is viewed from the perspective of organisatiocabability as organising and making

available important knowledge wherever and whenéverneeded. The resource-based
view, the knowledge-based view and organisatioredriing theory are used as
underlying theories for this research. Accordingdsource-based views, firms perform
well and create value when they implement strasethiat exploit their internal resources
and capabilities. With the growth of strategic ngeraent theory, there has been
considerable interest in focusing on intangibleueses or Intellectual Capital (IC ) and

their deployment in the firm (Wernerfelt, 1995).

Resource-based theorists consider IC to be a fstresegic resource. KM Enablers and
processes, including knowledge acquisition, knoggedconversion and knowledge

application, were used to manage and increase IS@aaital, to enhance Firm



Performance and to sustain competitive advantafes.knowledge-based view of the
firm considers knowledge as the most strategicaifnificant resource of the firm
(Grant, 1996). This view considers a firm to be disttibuted knowledge system"
composed of knowledge-holding employees, and tiew Wolds that the firm's role is to
coordinate the work of those employees so that tdagycreate knowledge and value for
the firm (Spender, 1996). A firm's absorptive cagyacould be enhanced through KM
processes that allow the firm to acquire, convad apply existing and new knowledge

by adding value to the Social Capital while rem@gncompetitive in the market.

The next theory applied in this research is orgdimsal learning theory. Garvin (1993)
defined organisational learning as reflecting thellss of creating, acquiring, and
transferring knowledge and modifying behaviour éflect new knowledge and insights.
This theory emphasises that organisational leardepends on individual learning but is
more than the cumulative result of each employésgsning. Organisations acquire
knowledge, not only through their own employeest &lso through consultants and

through formal and informal environmental scanning.

Knowledge management enablers can be classifiertding to a socio-technical theory.
Socio-technical theory assumes that an organizatican organization work system can
be described as a social-technical perspectivet@uos& Heinen, 1977). According to
this perspective, we can identify that enablersnaaele up of two jointly independent but
correlative interacting systems. The technicaleysis concerned with processes, tasks,
and technology. The social system is concerned atittbutes of people, relationships

among people, reward systems, and authority stest{(Gupta & Govindarajan, 2000).



Organizational structure, organizational cultured goeople are considered as a social

system, and information technology is considered @shnical system in this study.

2.2.1 Knowledge Management

Although knowledge management has been extensiselgied by researchers and
academics defining knowledge management is notiay issue because it is multi-faced
and controversially concept and what is more isxaaghstrategies, tools and techniques.
Wiig (1995) proposed that Knowledge Managementgsoalp of clearly defined process
or methods used to search important knowledge ardifegent knowledge management
operations. He also added that knowledge manageanmastwere firstly to facilitate an
organization in acting intelligently, in order teecsire its viability and success and
secondly to make an organization to realize thd bekie of its knowledge assets.
Therefore, the general purpose of knowledge manageis to maximize organizations
effectiveness (Wiig, 1997). A widely-accepted view knowledge management is by
Davenport & Prusak (2000) who propose that knowdedganagement is largely
concerned with the exploitation and developmenttlod knowledge assets of an
organization with the view of furthering the orgaation’s objectives. It is also explained
that the knowledge assets mentioned in their defminclude both explicit, documented
knowledge and tacit, subjective knowledge of thgaarzation (Davenport & Prusak,
2000).

In general, there are two broad approaches to ledyd management. One approach
focuses on the ‘hard’ aspects of knowledge managemabile the other looks at the

‘soft’ aspects of it (Mason & Pauleen, 2003). Theard’ aspect of knowledge

10



management looks at the deployment and use ofniation technologies to enable
knowledge management activities to be conductedinvithe organization (Mason &
Pauleen, 2003). The goal of this ‘hard’ approacknowledge management is to increase
access to knowledge through enhanced methods essa@nd reuse through hypertext
linking, databases and searches (Malhotra, 200@afa, 2000; Turban & Aronson,
2001). New information technologies like networigspoupware, data mining and data
warehouses are key solutions that drive this agbr¢@veiby, 1997, Tiwana, 2000). The
‘hard’ view is based on the idea that voluminousoants of knowledge harnessed
through technology will make knowledge managememrkwin the organization

(Malhotra, 2000; Sveiby, 1997; Tiwana, 2000; Turl8aAronson, 2001).

There is a general recognition among academicskti@tledge management is a cross-
functional and multifaceted discipline. A variety components make up knowledge
management and the understanding of their interaere important; a holistic view is
very useful (Ndlela & Toit, 2001). In order to emsuthe success of bringing in
knowledge management, it is crucial to be ablectpuae the key factors so as to make it
possible to effectively utilize an organizationisnited resources, reduce the use of
manpower, material, and time, and still be ablethieve the expected results. These
factors, also known as knowledge management emablhrould be clear in an
organization, because not only they create knoveeolgt they also prompt people to
share their knowledge and experiences with othéek,(2006). A review of the literature
reveals that there are many enablers that are kmowrluence knowledge management

practices.

11



2.3 Knowledge Management Enablers

Knowledge Management enablers may be structurestlbgson a socio-technical theory
(Pan, 1998). This theory describes an organizafrom the social and technical
perspectives. The two perspectives are not uniguaanagement information systems
(MIS) research (Bostrom & Heinen, 1997); they amdmup of two jointly independent
but correlative interacting components. Organizeticculture, organizational structure,
and people are social enablers; IT is a techninabler. For the sake of clarity, we

consider the impact of each knowledge enabler iexéently.

2.3.1 Organizational Culture

Culture is values, beliefs, norms and symbols @PK¢aterhouse Change Integration
Team, 1996). In general, culture highly values kigolge, encourages its creation,
sharing, application and promotes open climatefriee flow of ideas. Culture defines

not only what knowledge is valued, but also whabwiedge must be kept inside the
organization for sustained innovative advantagen(,01997). Organizations should

establish an appropriate culture that encouragepl@do create and share knowledge
within an organization (Lee & Choi, 2003).The deghent of such culture is the major
challenge for knowledge management efforts. A surgenducted by Chase (1997)
indicated that culture was the main obstacle thgdimizations deal with in order to create
a successful knowledge-based business (Wong, 20UB)s study focuses on

collaboration, trust, Leadership and learning.

Collaboration may be defined as the degree to wpédple in a group actively help one

another in their work (Hurley & Hult, 1998). Exclgang knowledge among different

12



members is a prerequisite for knowledge creatiamilaBorative culture fosters this type
of exchange by reducing fear and increasing openttesther members. Collaboration
between organizational members also tightens iddali differences (Leonard, 1995). It
can help people develop a shared understandingt amwrganization's external and
internal environments through supportive and réfleccommunication. Without shared
understanding among organizational members, ktievledge is ever created (Fahey &

Prusak, 1998).

Trust can be defined as maintaining reciprocahfait each other in terms of intention
and behaviors (Kreitner & Kinicki, 1992). Mutualst exists in an organization when its
members believe in the integrity; character anditgbof each other (Robbins 1998;
Robbins et al. 2001).Trust facilitates open, sufista, and influential knowledge
exchange (O Dell & Grayson). Empirical Evidencerfduhat the lack of trust among

employees is one of the key barriers against knydeexchange (SZulanski, 1996).

Leadership is defined as the ability to influencel @evelop individuals and teams to
achieve goals that have been set by the organizg®obbins 1998; Robbins et al. 2001,
Wood et al., 1998). A study by Andersen and APQ@chaled that organization failure
to leverage knowledge is due to the lack of committmof top leadership in sharing

organizational knowledge (Hiebeler, 1996).

Learning is the acquisition of new knowledge by geowho are able and willing to

apply that knowledge in making decisions or inflcieg others (Miller, 1996). In

13



organizations, learning involves the dynamics amutgsses of collective learning that
occur both naturally and in a planned manner with organization (Millet & Marsh
2001; Robbins et al. 2001). The emphasis on legrmfuses an organization with new
knowledge (Lee & Choi, 2003). Developing and mamtey organizational learning
capabilities is critical for guaranteeing core ceatgmce enhancement and sustained

competitive advantage for the organization (Simph#97).

2.3.2 Organizational Structure

Organizational structure plays an important roleitasmay either encourage or inhibit
knowledge management (NizaAdilaHamzah & Woods, 200dnaka & Takeuchi,
1995). The structure of the organization impaceswiay in which organizations conduct
their operations and in doing so, affects how kmalgk is created and shared amongst
employees (Lee & Choi, 2003; Nonaka & Takeuchi,5)9®ealizing this, this study will
consider organizational structure from the perspedf centralization and formalization.
Centralization refers to the locus of decision autih and control within an
organizational entity (Caruana, Morris & Vella, 199 The concept of centralization
includes only formal authority - that is rights @rkent in one’s position (Robbins et al.,
2001). The concentration of decision-making autiornevitably reduces creative
solutions, whereas the dispersion of power fatdgsspontaneity, experimentation, and
the freedom of expression, which are the lifeblebddknowledge creation (Graham &
Pizzo, 1996). In addition, a centralized structufenders interdepartmental
communication and sharing of new ideas (Bennet&rehth999; Delmonte & Aronson

2002) thereby reducing knowledge creation. Deckasatralization in an organization

14



can lead to increased creation of knowledge (LeeCBoi, 2003; Stonehouse &

Pemberton, 1999; Teece, 2000).

Formalization refers to the degree to which deosi@and working relationships are
governed by formal rules, standard policies, amatgdures (Halsapple & Joshi, 2001).
When an Organization is highly formalized, emplay@®uld then have little discretion
over what is to be done, when it is to be done lamd they should do it, resulting in
consistent and uniform output (Robbins et al., 20Knowledge creation requires
flexibility and less emphasis on work rules (Lusklarvey & Speier, 1998). Flexibility
can accommodate better ways of doing things (Gra&aRizzo, 1996).Therefore; the
increased flexibility in an organizational stru&ucan result in increased creation of
knowledge. Knowledge creation also requires vammaijWilkstrom & Norman, 1994).
Formality stifles the communication and interacti@tessary to create knowledge within

an organization (Bennet & Gabriel, 1999; Delmontd&nson, 2002).

2.3.3 People

Because it is people who create and share knowledigecrucial to manage those who
are willing to create and share their knowledgeDEN & Grayson, 1999). The most
important thing for knowledge management is the uw@yet the hidden knowledge
within an individual is transferred to other mensb®ithin the corporation in order for
them to share, utilize, and then convert it intowledge within the organization. Hence,
organizations should view employees as their mogtortant knowledge resource and

must blend in the concept of knowledge managem#attheir employee management

15



policy, because it is crucial for an employee toniking and enthusiastically motivated

to participate and engage in the obtaining andishpaf knowledge (Szulanski, 1996).

Knowledge, skills and competence can be acquirettidprganization through recruiting
people with desirable skills, in particular thosghwT-shaped skills (Leonard- Barton
1995). T-shaped skills are both deep (the vertjait of the 'T") and broad (the
horizontal part of the "T"); that is, their posswsscan explore particular knowledge
domains and their various applications in particpl@ducts (Leonard, 1995). Employees
who possess T-shaped skills not only have a deeplkdge of a particular discipline
(like financial auditing) but also how their distige interacts with other disciplines (like
risk analysis, investment analysis and derivatiy&s)siti, 1993; Leonard-Barton, 1995).
Employees with T-shaped skills are extremely vaidbr creating knowledge because
they can integrate diverse knowledge assets (Ldpd805). Therefore, they can expand
their competence across several functional braneasaand thus create new knowledge

(Johannenssen, Olsen & Olaisen, 1999).

2.3.4 Information Communication Technology

Technology is a powerful enabler of knowledge mamagnt success. It is generally
accepted that databases, intranets, knowledgeptetfand networks are the main blocks
that support knowledge management. Information feldgy facilitates quick search,
access of information, cooperation and communinabetween organizational members

(Yehet al., 2006). It is indisputable that Information Teology is one of the key factors

16



that influence knowledge management implementadoCampbell, Clare & Gitters,

1999).

Luan a& Serban, (2002) grouped information techgiel® into more than one category:
Business intelligence, knowledge base, collabanaticcontent and document
management, portals, customer relationship managemiata mining, workflow, search
and e-learning. According to Zack, (1999), the infation technology plays four
different roles in knowledge management: First,abbhg knowledge, Second, Define,
store, categorize, index and link knowledge-relategtal items. Third, seek and identify
related content. Fourth, flexibly express the conteased on the various utilization
backgrounds. In addition Hedelin & Allwood, (20023ave found out that information
technology has a direct and indirect influence loa notivation of sharing knowledge,
due to the fact that it can accomplish four differéunctions: To eliminate obstacles,
provide channels to obtain information, correciMlprocesses and identify the location

of knowledge carrier and knowledge seeker (Curlegigowitz, 2001).

24 Organizational Performance

An analysis of the prior studies that defined KMay@nport et al., 1998) indicated that
many of them share one common similarity — KM wdhd to better organizational

performance. Organizational Performance is defa®@dcomparing the expected results
with the actual ones, investigating deviations frgolans, assessing individual

performance and examining progress made towardgingethe targeted objectives”

(Ngah & Ibrahim, 2010). For effective KM, it is @@nount to measure the impact of KM

17



initiatives. Without valid and reliable measuremehthe impact of KM, it becomes very
difficult to develop a comprehensive theory of khedge or knowledge asset (Ahn &

Chang, 2002).

There is no uniqgue way to measure organizationdopeance related to knowledge
management. Methods for measuring organizationdépeance can be categorized into
four groups, financial (Bierly & Chakrabarti, 199é)tellectual capital (Sveiby, 1997),
tangible and intangible benefits (Simonin, 1997} dalanced score card (Kaplan &
Norton, 2000). According to Ellis, (1997), tradi@ measurement techniques that
emphasize solely on financial performance can Isteading and counter-productive in a
development environment. Hence, it is essentiaddopt a measurement approach that
can holistically evaluate the outcomes of KM. Came(2001) suggested that besides
using financial indicators, organizations can adogh-financial ones to measure the
outcomes of KM. Therefore, in this study the batascore card (BSC) will be used
because it retains the financial performance arpplsments it with measures on the
drivers of future potential. In Addition it is moneseful than intellectual capital or
tangible and intangible approach because it previdecomprehensive view of the

organisation’s actual performance.

2.4.1 Balanced Scorecard for Performance Measuremen

Kaplan and Norton developed the first BCS in thdye&990s, which encompassed
financial and non-financial measures. This framéwanews an organization’s
performance from four key perspectives, with regaydwhich organizations should

articulate their core vision, strategy and goal$ot®e translating them into specific
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initiatives, targets and measures. The four petsfsc of the balanced score card

include, financial, customer, internal processaklaarning/growth (Atkinson, 2006).

The Financial aspect emphasizes shareholder sdiisfakey goals and measures here
generally involve (gross and/or net) profitabilitgturn on capital etc. Customer aspect
focuses on “real” customer satisfaction; key intbestinclude delivery time, quality, of
service and cost etc. Internal business aspectséscon the fact that key goals and
measures should highlight critical skills and cotepeies, processes and technologies
that will deliver current and future organizationéustomer/financial) success.
Learning/growth underpins the other three perspesti key long-term goals and
indicators in this regard typically relate to impig flexibility and investing for future
development and new opportunities (Atkinson, 200®)e four aspects of BSC will be

used to measure organization performance in thdyst

It is argued that the balanced scorecard addressesnber of significant deficiencies
associated with more *“traditional” performance meesent systems, by combining
non-financial indicators such as service qualitynpyee morale and customer
satisfaction with financial performance measuregsponds to Eccles' “radical” call to
subjugate financial measures to be “... one amongoader set of measures” (Eccles,
1991). Furthermore, the balanced scorecard focusasagement attention on the
“drivers” of performance such as knowledge managemenablers by explicitly

encouraging the inclusion of “lead” as well as “lagdicators (Atkinson & Brown,

2001).
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2.5 Empirical Review

Previous empirical studies have investigated thkatiomship among knowledge
management factors. They can be classified into ¢ategories depending on how they
identified the relationship: Relationship betwearmowledge management enablers, this
category focus on the relationships among the kedgé enablers, the emphasis is on the
examination of the effect of knowledge enablersefcample Bennett and Gabriel (1999)
analyzed a number of KM methods in view of the argational structure, culture, size
and environment. The second category explores etaianship between knowledge
enablers and processes (Zander & Kogut, 1995) taatgmoposition are that knowledge
enablers should influence knowledge processesthiittecategory examines relationship
between knowledge processes and organizationabrpehce (Bierly & Chakrabarti,
1996, Simonin, 1997), the purpose of these studies sharpen the understanding of the
effect of knowledge processes on organization pexdoce. The emphasis on the fourth
category is on the relationship among knowledgélens, processes and organizational
performance. (Becerra-Fernandez & Sabherwal, 200dld, 2001), the primary
objectives of these studies is to identify and sdseowledge enablers, processes for

improving organizational performance.

Based on the previous findings, researchers haamieed the relationship among the
three major factors in isolation. Researchers anactpioners have not tried an
integrative model, therefore our primary objectiweshis study is on the relationship
between knowledge management enablers and organilaperformance by elaborating
on the significance of knowledge processes asahedation of organizational advantage

(Nahapiet & Ghoshal, 1998).
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter highlights the research design thdt be used for this study, the
justification for the case selection as well as tla#a collection techniques and data
collection procedures. The chapter ends by higtihghthe data analysis techniques that

will be used to analyse data from the sources deedg data collection stage.

3.2 Research Design

The research design for this study was a case .shudgse study is the most flexible of
all research designs, allowing the researcherteorréhe holistic characteristics of real-
life events while investigating empirical eventsn,Y(1994) believes that the application
of a case study approach is appropriate when the puspose of the research project is
exploratory. By using a case study approach, tkeareher systematically gathers in
depth information on a single entity using a variet data gathering methods (Cavan,
Delahaye & Sekeran, 2001). The importance of @ sasdy is emphasized by Kothari,
(2000) who both acknowledge that a case studypmweerful form of qualitative analysis
that involves a careful and complete observatioa sdcial unit, irrespective of what type
of unit is under study. This design also allowb@dugh, meticulous and systematic data
collection on the research problem (Yin, 2003).tlren, it gives a deep understanding of
the issues, and allows data collection using infdémpterviews and document analysis.
Others such as Cranfield and Taylor, (2008) , @haa (2008) and Miring’u, (2010)

used case study design to examine knowledge mamagem
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3.3 Case Study Selection

The implementation of knowledge management is ag-term strategy for an
organization and with knowledge as an intangiblsegisthe usefulness of it usually
cannot be seen in the short run. Therefore, tisisareh uses the method of a case study
and the unit of analysis in this study is the orgation, Kenya Revenue Authority was
selected because it is a knowledge intensive dortaih involves processing of vast
amounts of data concerning a large number of taxgay he speed of change in tax law
environment and the dynamic of new legal develogrhaxe steadily increased therefore
Knowledge Management could provide powerful techegfor tax administrations to
discover useful knowledge in support of their caampte enhancing agendas. It is also
the predominant government revenue collection agertcounting for over 96% of
Government Ordinary revenues. KRA have also beerrying out knowledge

management strategy for a while now.

3.4 Data Collection

The most common ways to collecting data in a casdysare by document review,
interviews, observations, and use of physical actsf All these methods have strengths
and weaknesses, and they are in many ways comptiaméNin, 2003). Any finding or
conclusion in a case study will appear much morvicwing and accurate if based on
several sources of information (Yin, 2003). Thisidst used two methods of data
collection, that is, document review and formakmtews. Documents review was used
to gain understanding of the organisation’s KM g@el and practise. It includes the

organization strategic plan, internal memos, anre@rt and circulars and minutes.
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Yin (2003) believes that interviews are one of thest important sources of case study
information. These interviews follow a consistantlof inquiry, but are seen as a guided
conversation instead of a structured query (Yif@30Interviews were used to determine
the current detailed status of knowledge managemeablers and their effect on
organization performance. The study will includeoWtedge management enablers
adopted by KRA, KM practises such as the rate & ok knowledge management
systems. The interviews targeted middle managetiseirorganization. A typical middle
manager is a departmental head. Middle managers wiarviewed because they play a
key role in managing knowledge. Middle managerspmstioned at the intersection of
the vertical and horizontal flows of knowledge. §huhey can synthesize the tacit
knowledge of both top managers and frontline emgdsy make it explicit, and

incorporate it into new products and services.

To further gain more information on knowledge masragnt enablers in the

organisation, this study used focused group disonssvith all the departmental heads of
the Kenya Revenue Authority. During such focus grdiscussion, the issues concerning
enablers of knowledge management such as the ewdnd organizational structure and

how each of these enablers influences organisatjperformance were discussed.

3.5 Data Analysis

All the data from the document review, focused graliscussions and the interviews
were analyzed to obtain sufficient information atboine effect of knowledge

management enablers on organizational performahuerefore, content analysis with

the four enablers as themes was used to carryhewartalysis of the data collected that
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will be organized along the four enablers and omgdion performance. This method has

been employed by various researchers such as atavieidner (2001) to study KM.

The interviews will be analysed using both desorgtanalysis and content analysis.
Given that the interview guide is semi-structurdide structured questions will be
analysed using descriptive analysis (like percesgpgvhile the open ended questions
were analysed using content analysis through teeifsp themes that will be organised
along the four enablers and organisation performanthe results of the focused group
discussions were used to beef up the findings eiriterviews as well as those from the
document reviews. This method was used by Miring2010) in analysing the data

collected through the interviews for the case stlKM.

Content analysis is a technique of making inferenmg systematically and objectively

identifying specific characteristics of messaged asing the same to relate to trends. It
provides the researcher with a qualitative pictafehe respondent’s concerns, ideas,
attitudes and feelings (Mayring, 2007). Previouglgs on knowledge management by

Lee and Kim (2001) and Rooi and Snyman (2006) aésal content analysis.
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CHAPTER FOUR: DATA ANALYSIS AND INTERPRETATION

4.1 Introduction

This chapter presents the results of data analybis.data was gathered through open-
ended questionnaires which addressed the effedésavfledge management enablers on
organisational performance with a specific focustlos Kenya Revenue Authority. This
chapter is organised as follows. The first sectigmesent results on knowledge
management enablers (sections 4.2 — 4.5). The desection presents the results on
performance of the organisation while the lastisacthows the results on the effect of

knowledge management enablers on organisationtrpence.

4.2  Cultural Issues
Four cultural issues were examined as enablersi@ivledge management at the Kenya
Revenue Authority. These are collaboration, mutugt, learning, and leadership. The

results are shown as follows.

4.2.1 Collaboration

The respondents were asked to describe the defoedlaboration in their departments.

The study found out that the degree of collaboratiothe organization was high. This is
because 67 per cent of the respondents stateththaegree of collaboration was high.
The respondents were asked to state if the mendjetiseir department/organization

were supportive to which they all agreed. They wargad to explain that the members
were willing to offer help to the new staff and tthiaere were also a lot of consultations

within the members regarding work issues.
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The respondents were asked to state if the mendjetiseir department/organization
were helpful. The respondents agreed that the meniere helpful and noted that there
was sharing of ideas among the members and thatmé@mbers were willing to

demonstrate various work procedures to others.stindy also sought to know if there
was willingness to accept responsibility for faguirhe study found out that nearly half
of the respondents could not accept responsildityfailure. This is because everyone

believed he or she is right.

4.2.2 Mutual Trust

On mutual trust, a number of issues were examiRest, the respondents were asked to
state if their members were generally trustworthigey all agreed that their members
were trustworthy but very cautious and noted thighaut trust none would be willing to
share ideas. The study sought to find out if thenimers had reciprocal faith in others’
abilities. AlImost all of the respondents agreed tha members had reciprocal faith in
others’ abilities. They said this was because teenbers consulted each other on matters

of common interest.

4.2.3 Learning

Thirdly, learning aspect of culture was examinelae Tespondents were asked to describe
the degree of learning in their department/orgaimnaThe degree of learning was found
to be high as more than 66 percent of the respasaiEscribed the degree of learning in

their department as high. The respondents weredagkestate if their organization
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provided various formal training programs to impedhe performance of staff. They all
agreed that their organization provided formalnirags to improve performance. These

trainings they said included refresher causes anda short term trainings.

The study sought to know if informal individual gdepment opportunities such as work
assignments and job rotation were provided in thaganization. More than half of the
respondents disagreed that the informal individdalelopment opportunities were
provided and only a few said that the informal undiual opportunities were provided.
Those who disagreed stated that operations wetenitad and therefore employee
mobility was low. Those who agreed stated that wasksignments were located to

different individuals.

The respondents were asked to state if the stafibees were encouraged to attend
seminars, conferences and symposia. They all agtestdthe staff members were
encouraged to attend seminars, conferences andosianpas workshops were held
annually and that staff members were sponsoredtéadcaseminars. Furthermore during
seminars, there is a mandatory signing of atterelasis and this encouraged attendance.
The respondents were asked to state if mistakee tederated in their organization.
Almost all of the respondents agreed that mistakere tolerated in their organization

but with a condition that they do not have negaitwpacts on outcomes.

The study sought to know if the staff members veartesfied with the contents of training

or self-development programs that were currentbilabsle at the organization. The study
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found out that the staff members were satisfiednase than half of the respondents
agreed that they were satisfied with the conteritdraning and self-development

programs available at the organization.

4.2.4 Leadership

On leadership, the respondents were asked to besttre level of leadership in their
department/ organization. More than half of thepoeslents described the level of
leadership as being high while a few of them désctithe level of leadership as being
moderate. The respondents were asked to statethieimrganization the leaders guided
and motivated the staff members in the directioesifiblished goals by clarifying roles
and task requirements. Almost all of the resporglagtreed that the leaders guided and
motivated the staff members in the direction ofkkshed goals by clarifying roles and
task requirements. They stated that objectives wetr@nd the staffs were encouraged to
work towards achieving them, and this was doneutinocirculation of memos and

circulars.

4.3 Structural Issues
Structural issues as enablers of knowledge managemwese also a focus of this study.

As such, the structural issues addressed wereatization and formalization.

4.3.1 Centralisation
The respondents were asked to describe the defmsmiwalization in their department.

There was a mixed reaction to the question as ®thiewed the degree of centralization
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to be low; others viewed it as moderate while atheewed it as high. The study sought
to know if the staff members were encouraged toenthkir own decisions. Almost all of

the respondents agreed that members were encouragedke their own decisions as
long as the decisions were within the confinesheflaws governing the operations of the
organization. They stated that the members werewraged by the fact that the best

performing employees were rewarded handsomely.

The respondents were asked to state if the stafibees were able to make decisions
without their supervisor's approval. Almost all tife respondents stated that the staff
members could not make decisions without their super’s approval. They stated that
there was a chain of command that was to be folioared therefore approval had to be
sought.

4.3.2 Formalisation

On formalization, the respondents were asked toribesthe degree of formalization on
their department/organization. Almost all of thespendents described the degree of
formalization in their department as high. The oegfents were asked to state if all of the
activities were covered by some formal rules indhganization. They all agreed that all
activities were covered by formal rules in the oigation. They stated that there were
work manuals and departmental manuals that guidetk welated activities in the
organization, and that other activities were codeby KRA administered revenue
statutes.

The respondents were asked to state if contacts amdmunication within the

organization were on a formal or a planned basisoAt all of the respondents agreed
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that contacts and communication were on a forma ptanned basis except for a few
who stated that some informality existed. Those whoeed stated that correspondents
both internal and external were done on officigamization documents, and that internal

memos were used to convey information.

44  People

This was focused on the T-shaped skills i.e. pesse®f skills which allow members to
be experts in their specific technical areas atithately acquired with potential systemic
impact of their particular tasks. The respondergsevasked to state if the staff members
possessed T-shaped skills. All the respondentseddteat the staff members possessed
the T-shaped skills. The respondents were askestate if the staff members were
capable of making suggestions about others’ tabksre than 66 per cent of the
respondents agreed that the staff members werebleaph making suggestions about
others’ tasks while the rest disagreed that th&# stambers were capable of making
suggestions about others’ tasks. Those who agredddsthat there were a lot of
discussions among the staff and that the staffe valowed to give inputs before the

final decisions were arrived at.

The respondents were asked how they would desttrdoeommunication ability of staff
members of a particular department with those dfeotdepartments. Some of the
respondents described the communication abilityvexy low; others described the
communication ability of staff members as good whdthers still described the

communication ability of the staff members as mutua
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4.5 Information Technology Infrastructure

The respondents were asked to describe the IT sinmficture available in their
department/organization. Two thirds of the respotsl@lescribed the IT infrastructure
available in their organization as high while adhof the respondents described the IT
infrastructure in the organization as moderate. f@spondents were asked to rate IT in
supporting collaborative work. Almost all of thespendents rated IT in supporting
collaborative work as high apart from a few of tagpondents who rated it as not highly

supportive in supporting collaborative work.

The respondents were asked to state how IT sughbimti@-organization communication.
Some of the respondents stated that IT enhandegerfy, reliability and effectiveness.
Others stated that IT made work easier. The resgpdadwere asked to state how IT
supported searching and accessing necessary datmfaymation. Some of the
respondents stated that IT supported searchingeressing necessary data through the
database system and that it reduced the time takget the work done. The respondents
were asked to state how IT supported simulatioredasting and prediction activities.
The respondents stated that IT supported simulafitwacasting and prediction activities
through the appropriate computer programs and $fesys. The respondents were asked
to state how IT allowed for systematic storage atbidand information. The respondents
stated that IT allowed for systematic storage ¢&@ad information through back up and

reliable storage services provided by IT systems.
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The respondents were asked to identify the diftef€napplications available in their
organization used to support knowledge and infaonasharing. The IT applications
identified by the respondents included: lotus notébrary systems, help desk

applications, customer services, search engindisedanainings and bulletin boards.

4.6 Performance of the Organization

The respondents were asked to describe the trenevenue collection in the last five
years. They described the trend in revenue cotlecti the last five years as increasing.

The respondents were asked to state the levelstbmer satisfaction at KRA. Some of
the respondents stated that the level of customgsfaction was fairly good, others
stated that the level of customer satisfaction iwgsoving while others still described

the level of customer satisfaction as moderate.

The respondents were asked to describe the deliveeyat their organization. Some of
the respondents described the delivery time as,guibdrs described the delivery time as
moderate while others stated that a lot had to tweedio improve efficiency. The
respondents were asked to describe the qualityeofices at KRA. Some of the
respondents described the services as good; alkecsibed the services as better while
others still described the services as improved tluamproved technology. The
respondents were asked to state what they wouldlsayt the skills and competencies in
KRA. The respondents stated that the staffs wegklyitrained and that there was a high

level of competency among the staff at KRA.
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The respondents were asked to state if in thew Wi processes and technologies could
deliver current and future organizational structdreey all agreed that the processes and
technologies could deliver current and future org@tional structure. The respondents
were asked to state if KRA invested for future depment and new opportunities.
Almost all of the respondents agreed that KRA ite@dor future development and new
opportunities except for a few who disagreed thBAKinvested for future development
and opportunities. The example they gave was thRA Khad been improving and

upgrading its ICT systems.

4.7 Effects of Knowledge Management Enablers on Fermance

The key knowledge management enablers tested far #ffects on organisational
performance were cultural issues (collaborationtualutrust, learning, and leadership),
structural issues (centralisation and formalizgtiopeople, (t-shaped skills), and

information technology infrastructure. Below are tlesults of the analysis.

4.7.1 Effect of Cultural Issues on Organisational &formance

The respondents were asked to rate the effectliafbooation on the performance of the
KRA. Half of the respondents rated the effect oflatmration on the performance of
KRA as high and they attributed this to highly atioated departmental activities and
improved collective responsibilities. Another haffthe respondents rated the effect of
collaboration on the performance of the KRA as mmatge They attributed this to the fact

that several other factors affected performancetlaatinot all levels collaborated.
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The respondents were asked to rate the effect eiahtrust on the performance of the
organization. More than 60 percent of the respotsdexted the effect of mutual trust on
performance of the organization as moderate. Tla&y this was because the trust was
not exhibited by everyone.

The respondents were asked to describe the efféeaiming on the performance of the
organization. Slightly more than half of the respents stated that the effect of learning
on performance of the organization was high. Thiaybated this to the fact that the
organization met its targets and that taxation easmic and so the staff had to remain
relevant through acquisition of new skills. Fewtbé respondents who stated that the
effect was moderate attributed it to the fact thate was no much training needed after

passing through the training schools.

The respondents were asked to describe the effdeadership on performance of the
organization. Slightly more than half of the respemts described the effect on
performance as high. They said this was becauséetitership provided guidance in
achieving organizational objectives. The rest & tbspondents described the effect of

leadership on performance as being moderate.

4.7.2 Effects of Structural Issues on Organisatiori@erformance
The respondents were asked to describe the effdoglo levels of centralization on the
performance of the organization. Two thirds of taspondents stated that the effect of

high levels of centralization on the performancetied organization was high while a
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third of the respondents sated that the effectgi bentralization levels on performance
of the organization was moderate.

The respondents were asked to describe the effeigh levels of formalization on
performance of the organization. Slightly more thaif of the respondents described the
effect of high levels of formalization on the perfance of the organization as moderate

expect for a few who described the effect as high.

4.7.3 Effects of People on Organisational Performae

The respondents were asked to state how they waeddribe the effect of T-shaped
skills on the performance of the organization. I&ligmore than half of the respondents
described the effect of T-shaped skills on the grarhnce of the organization as high
while the rest of the respondents described theceféf the T-shaped skills on the

performance of the organization as moderate.

4.7.4 Effects of IT Infrastructure on Organisationd Performance

The respondents were asked to describe the efféCtinfrastructure on the performance
of the organization. The respondents describedeffext of IT infrastructure on the
performance of the organization as good and tlebtganization would cripple without

it.
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CHAPTER FIVE: SUMMARY OF FINDINGS, CONCLUSION AND
RECOMMENDATIONS
5.1 Introduction
This chapter presents the summary of researchnfysdi conclusion of the study,

recommendations for policy and practice, and suggesfor further research.

5.2 Summary of findings

The study found that the degree of collaboratioKRA was high. The same was true for
mutual trust, learning, and leadership. This sutggésat organization performance is
associated with the corporate cultural factors sagleollaboration, Trust, Learning and
leadership. For instance, organization employeesrest creative and productive when
their members collaborate, members stop holdind lvdten they have mutual trust.
Shaping cultural factors is crucial for an orgah@as ability to manage and achieve its
objectives, a trust based corporate culture isahadation for organization performance,
however it need to be supported by information dnd, which is the support of the
information technology enableiThis matches with Ruppel and Harrington’s (2001)
finding on the extent of the application of infortioa being directly proportional to the

extent of mutual trust in the corporate culture.

The study found that organizational structure sashthe degree of centralisation and
formalization was very high in KRA as most of the@oyees were not at liberty to make
most of the decisions on their own without apprdvain the supervisors. Thus, most of

the decisions or issues were done by the bookfifitiegs indicate centralisation is very
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high in KRA as it is clear that formal authoritedi in the top management with some
delegation of authority to the middle and lower @g@ement personnel. In some
instances, employees are allowed to make decisindstake actions without obtaining
prior approval provided that it is within their jsdiction and scope. They would then
need to be responsible for their actions. Howeweamny employees are not willing to take
on this extra responsibility and would rather ruby their superiors or top management
to avoid being blamed should anything go wrong. hedy found out that there is
consensus among the employees that excessive tHveditralisation and formalization
hamper effective decision making thereby affecting organization performance. The
results further showed that structural issues hadnaderate to high effect on

organisational performance.

For the people enabler, the study found out tHaret is general consensus on the
positive impact of T-shaped skills as enabler awedge management on organization
performance. This is in support of the literatuf@ck posits that organization innovation
benefit from the presence of employees with T-stegalls who possess skills that are
both deep and broad, coupled with the ability teaively operate across the different
areas that exist in organisations. This is mainilg tb the human resource policy of KRA
as an organisation that emphasises on hiring thet malified and experienced persons
for the job. Apart from that, the study concludesining programs provided by the
organisations allow for staff development and agpipteon of the other aspects the

organisation.
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However having staff members with T-shaped skslsgood for the organisation but
having them do productive work for the organisatisnanother issue. The findings
indicate that employees with T-shaped skills neede properly managed to ensure that

they contribute positively to the organization pemiance.

As for the information technology enabler, Findinffsm the study confirm that
information technology infrastructure is an enalleknowledge management in KRA.
This is congruent with the literature which suggeshat information technology
infrastructure allows for easy knowledge acquisitifacilitates timely communication
and speeds up the pace of knowledge creation dpart building organisational
memory. However the findings indicate that thera igreat need for applications to be
more user-focussed and more user-friendly as nfogteosystems in place in KRA are
rather cumbersome to use. Other than the digitadizeof the documents, the speedy
search of knowledge for its re-use is becoming naoreé more important. The results
showed that IT infrastructure had an impact onpgédormance of the organisation as it

enabled efficient operations and more collaboragimong employees.

5.3  Conclusion

The study first concludes that, corporate cultieganizational structure, people and
information technology are four of the enablerst thave significant effect on the
performance of organizations. Through the caseystnd the past-published papers the
study found out that for the corporate culture égralthe important part is the forming of

a culture of sharing but needs to be supplemenyethformation technology. For the
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organizational structure enabler centralization dodmalization hamper effective
decision making thereby minimizing organization eatives, therefore delegation of
authority is becoming more and more important igaoization performance. For the
people enabler, other than the training coursesctiannels of learning and the incentive
program for the employees are also key factors.féksthe information technology
enabler, other than the digitalization of the doeuats, the speedy search of knowledge

for its re-use is becoming more and more important.

Secondly the study also concludes that all the kedge management enablers examined
in this study have a strong effect on the perforreant the organisation. However culture
remains as the most vital knowledge managementlenaborganization performance
Thus, building and supporting a culture which redgaand encourages employees for
seeking, sharing and creating knowledge attribwi#snost probably lead to the success

in achieving organization objectives.

This study reaches the same conclusion as prewmases regarding the strategy and
leadership, the corporate culture, the people, tardinformation technology enablers.
This verifies the academic theories with real pcactThe study therefore confirms that a
number of knowledge management factors are insmtahein influencing the

performance of an organisation.
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5.4  Recommendations

The study makes a number of recommendations. Frststudy recommends that for

organisations to improve their performance, knog&thanagement can be an important
factor to consider. Therefore, knowledge manageraeablers such as culture, structure,
people, and IT infrastructure need to be considésedmprovements in organisational

performance to be achieved.

The study recommends that the Kenya Revenue Atyhshould work on ways of
improving the conditions of these knowledge manag@nenablers in the organisation.
Such endeavours will lead to better organisatiggeaformance in terms of employee

productivity as well as meeting overall revenudemtions targets.

The study also recommends that policy makers iniputanagement need to understand
the knowledge management enablers that can entimmc@erformance and therefore
institute policies that will enhance better knowedmanagement practices in these

organisations.

55 Suggestions for Further Research

This study was designed as a case of Kenya Revambherity and as such, the data was
gathered through interview guides. It is not therefpossible to empirically examine the
effect of knowledge management enablers on theopeance of the organisation. The
study therefore recommends that future studies Idhaddress this challenge by

expanding the scope of the study and focusing wanaber of state corporations in order
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to be able to use survey tools which can be quivily analysed and therefore provide

a statistical test of the effect of knowledge mamagnt enablers on firm performance.

The richness of the information gathered or thditglto triangulate evidence may be
limited by the fact that respondents might not hdeen willing to share certain
information with the researcher due to the confiddity of the information to their
respective departments beside that only one orgamiz was analyzed, Therefore, the
study suggests that in future, there is need tenekbeyond this scope to include multiple

sources of data gathering and multiple organization

The study also suggests that there is need for stodées on knowledge management in

Kenya. More specifically, studies need to focusiow knowledge management

influences performance of organisations as wedrgsmoderating factors.
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APPENDICES
Appendix I: Introduction Letter |

The Head of Human Resource Department
Kenya Revenue Authority

P.O. Box 48240,

Nairobi, Kenya.

July 2013

Dear Sir/Madam,
RE: REQUEST TO COLLECT DATA FOR MBA RESEARCH PROJEC T

| am a student at the University of Nairobi purguanMasters of Business Administration

program.

Pursuant to the pre-requisite course work, | wdikdel to conduct a research project on
effects of knowledge management enablers on orgtoiv performance. The focus of
my research will be the Kenya Revenue Authority awilll involve use of interview

guides administered to members of the managemamt te

| kindly seek your authority to conduct the resbaat Kenya Revenue Authority through
interview guides and use of relevant documentsaviehenclosed an introductory letter

from the University. Your assistance is highly veduThank you in advance.

Yours faithfully,

ABDI NOOR ADAN
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Appendix II: Introduction Letter Il

UNIVERSITY oF NAIROB)]

MOMBASA CAMPUS

Telephone: 020-2059161 P.O. Box 99560,80107
Telegrams: “Varsity”, Nairobi Mombasa, Kenya
Telex: 22095 Varsity

31% July, 2013

b TO WHOM IT MAY CONCERN

The bearer of this letter, Abdi Noor Adan of Registration number D61/70770/2008 is
a Master of Business Administration (MBA) student of the University of Nairobi,
Mombasa Campus.

He is required to submit as part of his coursework assessment a research project
report. We would like the student to do his project on “Effects of Knowledge
Management Enablers on Organization Performance: A Case Study Kenya Revenue
Authority”. We would therefore, appreciate if you assist him by allowing him to
collect data within your organization for the research.

The results of the report will be used solely for academic purposes and a copy of the
same will be availed to the interviewed organization on request.

IM/maa
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Appendix Ill: Authority to undertake research

( 3 KENYA REVENUE
J)V AUTHORITY

Ref: 6680
140 August, 2013

Abdi Noor Adan
Revenue Officer [ \

L : 0 i
¢ \X
s | \ Ambp(;)\ %ﬁ
Dear Sir, ) \’?
RE: REQUEST TO UNDE&_’EQKE RESEARCH

Reference is made to your letter dated 5™ August, 2013 on the above subject.

We ate pleased to inform you that approval has been granted for you to
undertake research on, Knowledge Management Enablers and
Organization Performance.

The research you intend to undertake should be for academic purposes only
and any data or information given should be treated with utmost

confidentiality.

Please submit a copy of your research repott for retention in the Libraty.

Yours faithfully,

o= }'b
Magdalene Gathogo

For: Senior Deputy Commissioner- Human Resources

Cc: Senior Human Resource Officer -S/R

.'J///////(' ('/ M{//w . 7/)//2"/# emee)
Times Tower Building . 568
Haile Selassie Avenue, P.O. Box 48240-00100 Tel: 310900 Fax: 316872 1SO 9001:2008
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APPENDIX IV: INTERVIEW GUIDE

EFFECTS OF KNOWLEDGE MANAGEMENT ENABLERS ON
ORGANIZATION PERFORMANCE: A CASE STUDY KENYA
REVENUE AUTHORITY

Thank you for participating in this interview. This Research is been conducted for
academic purpose only and any data or information igen will be treated with
utmost confidentiality, the result will be analyzedand reported collectively. As such
no finding will be attributed to any of the participant as an individual. Please
provide your honest opinion

1. Department...........ccceeviiiiiiiiiiiim Respondent Position Title..............ccoevviiinnnnes
3. No of Years in the Organization.................. 4. Highest Level of Education..............

(I) CULTURAL ISSUES

Collaboration (Degree to which people in a group asst one another in their task)

A.1.1.1 How would you describe the degree of dmtation in your
department/organisation?

1 Very low T Low Moderate [] High Very High
A.1.1.2 Are members of your department/organisasatisfied with current levels of
(o101 F=ToTo] = 11 (0] o 12T

A.1.1.3. Are members of your department/organisasigpportive? Kindly explain
0] 1=
A.1.1.4. Are members of your department/organisatielpful? Kindly Provide example
IF POSSIDIO. ... e

A.1.1.7 How would you rate the effect of collabavaton the performance of the KRA.
1 Very low T Low Moderate [] High Very High
Kindly EXPlain DIET ...
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Mutual trust (Where members believe in the integriy, character and ability of each
other)

A.1.2.1 How would you describe the degree of mutumbst in your
department/organisation?

1 Very low [ Low Moderate [] High Very High
A.1.22 Are your members are generally trustworthyRindly explain
0] 1=

A.1.2.3 Do your members have reciprocal faith imeot members’ intentions and
behaviours?

A.1.2.4 Do your members have reciprocal faith ineos’ ability? Kindly explain briefly
and provide examples if possible............cooi i,

A.1.2.5 Do your members have reciprocal faith iheo$’ behaviours to work toward
organisational goals?

A.1.2.6 Do your members have reciprocal faith ineo$’ decision toward organisational
interests rather than individual interests? Proeixi@mple if possible

A.1.2.7 Do your members have relationships thatbased on reciprocal faith? Kindly
EXPlaIN BIETIY.... oo e

A.1.2.8 How would you rate the effect of mutualstrion the performance of the
organization......
1 Very low T Low Moderate [] High Very High
Kindly Explain brief

Learning (Any relatively permanent change in behawur that occurs as a result of

experience)
A.1.3.1 How would you describe the degree of leagrin your department/organisation?
1 Very low [ Low Moderate [ High Very High

A.1.3.2 Does your organisation provide various fakrtnaining programmes to improve
the performance of staff? Please describe briefly.
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A.1.3.3 Are informal individual development oppantties such as work assignments and
job rotation provided in your organisation? Kinabyplain briefly.

A.1.3.4 Are staff members encouraged to attend rsms| conferences, symposia etc?
Kindly explain briefly.

A.1.3.5 Does your organisation provides variougymms such as clubs and community
gatherings? Kindly explain briefly.

A.1.3.6 Are mistakes tolerated in your organisa®iokre they viewed as a learning
process?

A.1.3.7 In general, are staff members satisfiechviite contents of training or self-
development programs currently available at yowanisation? Kindly explain
briefly.

A.1.3.8 How would you describe the effect of leagion the performance of the
organization.
M Very low [ Low Moderate [] High Very High
Kindly Explain brief

Leadership (Ability to influence and develop individuals and teams to achieve goals
that have been set by the organisation)
A.1.4.1 How would you describe the level of leatigrsn your department/organisation?
O Very low T Low Moderate [] High Very High
A.1.4.2 In the organisation, do these leaders gaiag motivate staff members in the
direction of established goals by clarifying rokesd task requirements? Kindly
explain briefly

A.1.4.3 In the organisation, do these leaders pewndividualised consideration and
intellectual stimulation and possesses charisma?
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A.1.4.4 How would you describe the effect of leathgp on performance of the
organization?
M Very low [ Low Moderate [] High Very High
Kindly Explain brief

(I) STRUCTURAL ISSUES

Centralisation (Degree to which decision making isoncentrated at a single point)
A.21.1 How would you describe the degree of cdisaBon in your
department/organisation?

‘1 Very low [ Low Moderate [] High Very High
A.2.1.2 Are staff members encouraged to make tbein decisions? Kindly explain
briefly.

A.2.1.3 Are staff members allowed to take actiothaiit a supervisor OR without their
supervisor’s permission?

A.2.1.4 Are staff members able to make decisiorthiaut their supervisor’'s approval?
Kindly explain briefly

A.2.1.5 How would you describe the effect of higkvdls of centralisation on the
performance of the organization.
M Very low [ Low Moderate [] High Very High
Kindly Explain brief

Formalisation (The amount of written documentation of rules, procedures and
policies to guide decision making and behaviour inrganisations)

A.2.21 How would you describe the degree of forsation in your
department/organisation?
1 Very low T Low Moderate [] High Very High

A.2.2.2 Are all activities covered by some formales in the organisation? Kindly

EXPlAIN BIETIY ... .o e e ——————————
A.2.2.3 Are contacts and communication within tihgamisation on a formal or planned
basis? Kindly explain briefly............ooo e
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A.2.2.5 In certain situations, would it be possifie staff members to ignore the rules
and reach informal agreements?

A.2.1.5 How would you describe the effect of higtvdls of formalisation on the
performance of the organization?
M Very low [ Low Moderate [] High Very High
Kindly Explain brief

(Ill) PEOPLE

T-Shaped Skills— possession of skills which allow embers to be experts in their
specific technical areas and intimately acquaintedvith the potential systemic
impact of their particular tasks

A.3.1 In general, do staff members possess T-shakid (skills that are both highly
specific and yet broad enough to allow them to ®eewhole picture’ of their
actions)?

A.3.4 Are staff members capable of making suggestiabout others’ tasks? Kindly
explain briefly.

A.3.5 How would you describe the communication igbibf staff members of a
particular department with those in other departsfen

A.3.6 In the event of changes, are staff membelisable to perform their own tasks
effectively?
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A.3.7 How would you describe the effect of T-shag&dls on the performance of the
organization.
M Very low [ Low Moderate [] High Very High
Kindly Explain brief

(IV) INFORMATION TECHNOLOGY INFRASTRUCTURE
A.4.1 How would you describe the IT infrastructure aable in your
department/organisation?
‘1 Very low [ Low Moderate [1 High Very High
A.4.2 How would you rate IT in supporting collaboratiwerk?

A.4.7 Please identify the different IT applications ashle in your organisation used to
support Knowledge and Information Sharing. Someegerexamples are listed in
this section.

] Lotus Notes Chat Rooms | Search Engines Document Management Tool

[l Library System [IOnline  Training [ISimulation technologies
] Workflow Management [ Groupware CBulletin Board

[l Helpdesk Applications 1 Push TechnologiesIOrder Entry Application
[ Customer Services Application (] Case based Reasoning
1 Operation Systems 'l Others

A.4.8 How would you describe the effect of IT infrastiwre on the performance of the
(o1 P a1 =1 1o ] o TSR
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(V) PERFORMANCE OF THE ORGANIZATION
A.5.1 Kindly describe the trend in revenue collewtin the last five years

A.5.6 In your view, can the processes and techmeogleliver current and future
OrganiZatiONAl SUCCESS?...uuuuuuuuuiiee e e s e eeeeeeeeeaasas s s e eeeeaeeaaeeeeeesssennnneeesnnnnns

A.5.7 Does KRA invest for future development andvnepportunities? Please give
example
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