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The ec no my of today has been de ribed as a Knowledge ec no my • pointing t the reality 
that knowledg has c m a maj r our e of mpetiti e advantage. Know) ge h 
di pia ed capital natural re urce and lab ur a thee ntia1 c nomic r our e . With 
hort ning pr duct and ervice life cycl k:n wledge int grati n undergrids the 

organisations ability to ask the right que tions and tum ta it knowledge into market 
offerings. Organi ation must now hame their y t m of acquiring de el ping haring 
and retaining knowledge. The ystem hould ncourage and reward employee who 
collaborate I am and work as team . 

The tudy was carried out at Briti h American Tobacco Kenya (BA .It set out to find out 
the per eption of BAT employee concerning the Knowledge management practic in the 
organi ation. A tructured que tionnaire was administered to both Managem nt and on 
Management staff and their perceptions captured for analy i . 

The results how that to a large extent, the employees perceive the company to ba e 
embraced knowledge manag ment practice de pite not having a fully fledged Knowledge 
Manager. Employee believe that opportunities exist for continuous learning dialogue i 
pr moted and th yare empowered to Jearn. They however see some opportunitie for 
impro ement in the area of knowledge sharing pecifically with respect to acces to intern t. 
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1: R D I . 

1.1 Background 

Today's busine environm ot bas om cham teri ed by uncertainty and intens 

mp titi n hrinking mark and demanding cu t me . Thi 

hallenging envir nment requir that for or ani ations to urvi e, th y mu t 

fl xible, dynami and be able to make infonn d deci ions while n th m v Br wn 2 2 . 

Th dynamism and flexibility i only po sible if an organisation ge first hand infl rmati n 

n th pr ailing conditi ns, has capacity t analy and devel p thi infc nnati n into 

kno\! ledge. and i able to con ist ntly utili e th kn wledge n w and in future. In th r 

v or organi ations need to embrace knowledg management practice in ord r to urvive. 

Organisational knowledge re ide in many different places uch as: databases knowledge 

ba es filing cabinets and in people. This knowledge i distributed right aero the enterpri e. 

All too often one part of an enterpri e repea work of an ther part simply because it is 

diffi ult to keep track and make use of knowledge in other part . [t is critical that enterprises 

kno what their knowledge a ets are and how to manage and make use of these as to get 

impro ed return Burgoyne 1995 . 

Knowledge management practice ha e been defined as cleverly putting into u e infonnation 

and collaboration proqesses in conduci e cultural context to capture organi ation learning 

and thereby impr ve busin performance (http:/ ooks.mcgrawhill.com . 

ther have defin d KM as the collection of processes that govern the creation, 

dis emination and le eraging of knowledge to fulfil business objectives . 

It is imp rtant t note that K.M i n t an end in itself but is fundamentally about baring the 

kn wledge and putting it to use in the pursuit ofbu in objectives. 

The alue of intellectual re ource h been widely recognised by many a scholar. Matsuchu 

(1988) says ' or us the core of managing change is the art of mobilising resources of all 

employe in the fum get and empower people to create and manage change . Most 

traditional mpany policie and contr I focus on the tangible assets of the company and 

lea e unmanaged their important knowledge as ets. 



· m an mer ingly mp titt\ mark tpl e d nd criti lly n th quality of 

kn ~ ledg that organi tio apply t . F r e ampl the upply 

h in d p nd n kn wledge f dive area in luding r v m. t ri I . planning, 

manufi turing and di tributi n. Li wi e pr du t dev I pment r quir kn wledge f 

con urn r requir men · n " techn logy. marketing etc. 

e"eral fact rs conspir to aggr ate th hallenge of dept ying the knowledge as e of an 

organi ation in creating competiti e ad antage. According to Thite 2004) orne of the e 

fa t rs in lude the following: 

Th rat of inno ation in th marketplace i ri ing o that kn wledge mu t e ol e and be 

a imitated at an e er-faster rate. ompetiti e pr sur are rcdu ing the ize of the 

workforce, which hoJds this knowledge. 

It tak me time to acquire and intemali e Knowledge. Employe have le and les time 

for thi . 

There are trends for employees to retire earlier and for increa ing m bility leading to los of 

knowledge. 

change in strat gic direction may re ult in the lo f knowledge in a pecific ar a. 

ub qu nl re ersal in policy may then lead to a renewed requirement for this knowledge but 

the employee with that knowledge may no longer be ther . 

Knowled e as et are the kn wledge regarding mark t pr duct technologic and 

organi arion that a bu ine wn r needs to own and which enable it bu ine proce e 

to generate profits and add value. 

Kn wledge managem nt i n t nly ab ut managing the knowledge as ets but managing 

the pro that a t upon the as et . These pr e include: de eloping knowledge· 

pr rving knowledge; u ing kn v ledge and sharing kn v ledge. Therefore Kno\ led e 

mana ement in ol the id ntification and analy i f a ailable and required knowledge 

a et and related proce e and the sub equent planning and ntrol of actions t d elop 

both the as ets and the pr ces e so as to fulfil organisational objective . 

(www.kno\! Jedgemanagement.co.uk . 
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1.2 Models for analysing knowledge management practices 

F ur m d 1 - f anal r ha e b n d vel p . Th ar ummari d in th ta I bel '> : 

abl l. del for anaJ:y ing knowledge management practi 

Senge 

S> l thmkm 

unung lllld 

han e Enhanced lelrning 

Mmlill models 
Transfi nmng stru lures 

bouo rkers as Building sh:tred vi i n 
m~• nmc:ntal c:rs 

Inter mpnny" mg 
Team learning 

Lc::muna dim.ste 
ununng cultures 

elf devtl pmetrlt r II 

urce: trategic Human Re ources Management. 

Marslck 

Pro1 It: di I gu and 
mqwry 

Promote collalxlr.ttion and 
t m learning 

blish systems to e~~pture 
and sha~ learning 

The variou mod ls are furth r di cus ed in the literature review. Due t it implicity. the 

Ma i k m del i ad pted to analy e knowledg management in thi work. The arne m d l 

wa ed to d elop the Dim nsi ns f Learning Organisation Questionnaire which ha been 

used,~ ith minimum m ificati n by ariou cholars arsick and Watkins _Q 3 Yang 

2 3 Ellinger. 2 0 . 

1.3 Employee perception: 

Daft (2 0 define per ption a the proces people use to make ense out of the 

en ir nrnent by leering. rgani ing and interpreting information from the envir nment. He 

c ntend that mpl yee p rc ption of any p t of their employment will b a functi n f 

th intensity r rep titi en of that asp ct. 

Th num r tim that th aspect get highlighted and the intensity with which thi 

hap n indicat ju bow imp rtant that acti ity i taken. 
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, .eral tudt ha ' b canied ut t d t nnm th p rc pti n mpl r arding 

.g. r :-. ard \1 alia • I nt nd that mmitment f 

to a rtain ca 

Paam e and Richar n 199 ) n lud that p f employ v ilh re pect 

t emplo ee onn 1 planning, an r v ard has an t n HR ults e.g. 

ti fa ti n m tivation, retention trust and in olv ment . Th e r ult in tum h e an effe t 

n hard busin p rformance indicat rs like pr fit and ale olume. 

If emplo e p rcei e knowledge manag ment a an imp rt.ant aspect of their mpl yment 

they are m r likely to be supportive of Knowledge manag ment practice and initiati e . 

1.4 British American Tobacco Kenya 
Briti b Am rican Tobacco Kenya i one of the many operating mpanics f the 

multinational that i Briti b American Tobacco pic. The Kenyan operation tarted in 

ombasa in 19 7. 

The company is listed on the air bi Stock Exchange and controls about 70% of Kenya s 

cigarette market. 

BAT has one of the most elaborate Human Resource Development y tem and was v ted in 

2002 as having the be t-run HR system in the country during the Company of the Year 

Awards COY ). 

The company has a Learning and K.nov ledge trat gy at global level that get adopted and 

modifi d for use by local operating companies. 

1.5 BAT Global Learning and Knowledge Strategy: 
BAT prid it elf as ha ing learning as one of the p ple dri ers in additi n to leadership 

talent and culture. 

The B T gl at learning and knowledge mi ion was iotr duced in 2002 and it read : 

"T up rt th d li ery of a high performance culture to meet ur current and future 

u m challenge thr ugh effecti e blended learning olutions that are inclusi e integrated 

and u tainable nabling faster learning t acbiev a comp titi e advantage" 

www.bat. m. 

The earnio and Knov led e trate was des1gned to addre s the following: 
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' inning n run nt: er • an d in mind up rt, 

'illingn I rati n of irit ·trength d n tan f purp 

ong ing learning. d t nnined. key fi undati n to r infi r ur guiding prin ipl 

pie: lla rati n ibl in 1 1\ align with individu l 

d elopm nt pl m urabl imp tful, fl ibl . team playe . usin le der 

Pers nal Fulfilment: enjoyable ju t fi r m , just in time c ntinu u impr em nt and 

gr wth ~ gnjtion 

Th global mpany adopted a blended approach. Thi mean that the learning and 

kn wledge trategy recogni that individual ba e different learning tyle hence in lud 

learning e ents for individual and teams that combine asp ct of: n the j b Particip tion 

in pr ~ ct team , Face to face instruction, Classr m Self pac d Web based Acti n 

Learning Group L rage effecti e technology eg. Online uni er ity Know! dgc 

management - baring and collaboration of learning's ther pp rtunitie : coaching 

mentoring bo k videos tory telling (www.bat.com). 

Briti h American Tobacco Kenya is structured into in everal department thu : 

Leaf upply chain Manufacturing Human Re ources Security Finance, Information & 

mmunication Technology Marketing Leafproce sing. 

1. 6 Statement of the Problem 

Literature review identifie that learning and handling of knowledge in organizations take 

plac both at individual and organi ation le els (Marsick, 1999). Today many organization 

de I are learning as one of th ir tenets. The idea of learning organi ation i being touted a the 

trend t day. It is considered to be of high profile (Walton 1990). However· some 

organi ati ns nly take the pride but ba e no associated .KM y tern in pJace. Some 

multinati nal 8 Tin luded have gone ahead and even de eloped Knowledge mi ion 

and Jay claim to practi ing the K.M concepts. It " ould be significant to find out from th 

arne rgani ati n if indeed they ba e embraced KM concept and what the member 

perc i of th e attemp . 

t r ear h that has been carried out in thi area has been don in the Western world 

alkin I -· Marsik & Watkins 1997). It would be worthwhile finding out the extent to 
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ping untry 

li K n · . 

Th limit r earch that h b n d ne in thi lly in lu the ~ rk of rnuly to 

whi h w r ear h fj r n B at ·ni f air bi. Th r car h, 

h w ver, u ed on rgani ational I rning at the d n r agen i . Th e d n r agcnci 

did n t kn about the K.n \! ledge anagem nt cone p n r did th y !aim to b pr ti ing 

knowledg managem nt. 

Thi tudy will be carried ut locally t lo k at a multinati nal c mpany who kn " a ut 

KM concept and ind d lays claim to practi ing them. 

1. 7 Objectives 
• To tabli b the extent to whi h mploye f British merican Tobacco Kenya 

p rceive the company to have embraced practic f Knowledge anagernent. 
• To find out which pee of Knowledge Management pra tice are perceived as 

w · by the empl y of BAT. 

1.8 Significance of study: 
It is exp t d that tbi tudy will contribute in the foil wing ways: 

·:· The tudy will provide me additional knowl ge for HR pra titioners tratcgic 

anagcr and academician in the field of knowledg management. Other organi ation 

within Kenya will learn h w knowledge y ems can be put in place and made t work 

within the local c nt t. 

•!• Th tudy will help 8 T t diagno e it pre ent tru nditi n with re p ct to know! dge 

management h nee be in a iti n to initiate and guid hange. 

•!• Will ena le 8 T to ha departmental fo us and b abl et up d entrali ed knowledge 

managem nt interv nti n per the id ntified areas f ne d. 

•!• There i an avalanche fkno\1 ledge re ntly acquir d through further tudie like MBA 

hort.-tenn urs tc ~ hich are not directJy up rt.ed by company. It is definitely 

beneficial for the company to tap this free resource ing its own systems. 
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2: I T 

rganization pia to v r fi t r. learn tcr and gcn rally hang 

at e pon ntial rat . Th r ti n will take pi 

ntinu usl for individual and that th ' ill hare ' hat th y kn \! in way that pr m t 

learning in group and through ut the organizati n ik · Watkin 7 . 

Human Re ur d lopers typically promote ntinu us 1 aming pp rtuniti [I r 

individual . Thi nece ary but n t ufficient to influ nee p rc i d chang in knowledg 

and financial performance. It is important to measure shifts in an organizati n s climate 

culture. ystems and stru tur that influence whether indi idual learn. 

It h been ob erved that significant learning i usually the least tructured. Yet model of 

adult learning are based on an assumption of educator stru turing learning experi nc 

(Watkin 1992). 

There i how er an incre eel awarene s that much aluable learning takes plac informally 

n the job, in-group or during con er ations (Huber 2002). 

A learning climate and culture hould be built to support such learning. limate and culture 

are built by leader and other key people who learn from their experience influenc the 

learning of thers and create an environment of expectations that shap and upport 

de ired re ult that in tum get measured and rewarded. 

2.1 Developments in Knowledge Management 
Kn wledge Management i een with s epticism by many as another fad fashion or fantasy 

in m dem managem nt (Thite 2004 . Mo management trend ucb as scientific 

managem nt th ry human r lations movement trategic plannjng, quality circle and 

u in pro r -engin ering ha e made their own contribution. Kno" ledge management 

i more than a trend. It i a defining mo ement in the orld of commerce as ociated with 

knowledge ec n my aft r the agricultural and industrial r elutions. 
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i\ th n mi foundati n moved fr m agriculture t indu try and th n t kn \ ·Jed • • th 

ur w alth h m ed from land l rna hinery and n ,.,.. t int II tual capit l (W lton, 

Whil it i true that kn wledge h al\1 a) been important t rganizati n . it ha n r be n 

o explicitl ' important. Toda • ec~nomy i more globa], competitive te hn logy 

int nsi\ and networked ne er b for . Ea h ofth e hang has a p11 [I und impa ton the 

way r aniz ti n and pe pie think, rganize and a t thr ugh ut th w rid. 

Th p rfonnance of computing equipment is exp ted to double ry I month with 

alm hange in pric . Similarly, communication capabiliti double very nine m nth 

and data storage capacity. e ery 12 month . E en mega m rger and acqui ition cannot 

guarant e an assured futur (Thite, 2004). 

In thi di c ntinuou and hyp r-competiti e age the past can no long r guid th future and 

the nly u tain bl comp titi e ad antage is the ability of organization and individual to 

continu u ly inno ate and ucces fuJJy and swiftly con ert knowledge into commercial 

pr duct and rvice . This requires organizations to become learning ntitj where 

knowledge about the company s products and services, markets and pr cesse 1 

continuou ly updated, di tributed and utilized. ln an uncertain en ironment, kn wledgc i 

the nly torch t find our way out of the tunnel of darkness (William on, I 94). 

Many mi takenly belie e that knowledge management mainJy applies to high techn I gy 

industri where knowledge flow i fast and thick. any of the ucce ful organizati n 

kn wn fl r their inn ativ kn0\1 I dge management practic op rate in traditi nal indu trie 

uch health care, hipbuilding and ci ic ervices. 

Kno' ledge generation i n t just limited to managers and employees in an rganizati n. It 

uld me from uppliers cu tomer and e en collaborative competitors. Knowledge 

nomy and manag ment op rate without boundaries between tas department 

rganization and market . 

0 erall Kn \! ledg management can be een to be about the creation di tribution 

alidation and utilizati n of explicit and tacit knowledge at the indi idual group 
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rganizati naJ and c mmunity 1 el through ham ing f p 

f r the nefit fth e in ·olved and affected by it Thitc. _ 

Kn wledg y it I has Iittl alue. It n ed t be applied f1 r 

Kn wledge gro\ only \ hen it i bared with othe . 

2.2 Tapping the Tacit Knowledge 

nd t hn l gy 

mrn r i 1 b n fit. 

Ta it Kn y.Jedg refers to that knowledge hidden within th minds f individual . 

num r Iars have argued that tacit knowledg i a aluable ur o mp titive 

advantage b cau it pr t a firm again t boundary leakag f firm- pc ific kn ' -how 

hu n 1 . In addition ta it knowledge has a higher tential f1 r generating return 

wh n put to\! or within the boundarie of the firm (Del n, 19 4). 

Individual and gr up can po e both explicit and tacit knowledge. It i natural that 

e plicit knowledg follow tacit knowledge. While explicit knowledge i .c. that which i 

embedded in policies pro edure organizational routin and role ) can be r lati ely easily 

ham ed thr ugh information technologies and other know! dge managcm nt mechani m 

the challenge is the tapping ftacit knowledge. 

In the command and contr I regime of the past management hardly noticed or b thered t 

tap thi hidden kn wledge. The thinking proce wa deliberately c nfin d to enior 

management whi h was far away from the front line where all the acti n happen d. 

imilarly n attempt was made t recognize d cument or bare the ial and ntcxtual 

kn \ ledge ac umulated y team . A a result, ne team would work n the arne pr blem or 

i ue. which wa r 1 ed long ag by an ther team in the same organizati n. The ito 

betw en j b , d partment , role and r pon ibilities pre ented knowledge baring v ithin 

rganizati nal undarie (Thite, 2 04 . 

Today. ith incr ing c mpetitive pr ur organizations are realizing the importance f 

tacit kn wledge hidden in the mind of indi iduals and group and try to tap it by embracing 

ernpl ye em \! erm nt nd team tru tur . Thi howe er requires a HR philo ophy that 

generat trust and op nn nece ary to persuade know1edge workers to bare their 

know1edge. 
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ful Jpan mpani d end on tappin th ta it and fien highJ. 

of emplo r ntinu us inn v ti n. \l hilc cv 

kn f yota Produ ti n P , tt i di ult t 

b u it i ingrained in th culture ofToy ta tern. 

2.3 Knowledge Workers 
an r gard that only highly educated ple w rlcing in high pr fil j b , u h a IT 

i nti , a demi . and doct r qualify t b called kn ' 1 dge w rk r. Th 

that m t f th j b in th 21 -century n my arc generated in th I \!- alu 

ice job . The tral feature of kno~ ledge econ my i the n indu try \ hi h is 

e p rien ing phen menal growth. 

lncid ntaJiy e en in the high-value information technol gy-relatcd j b man gem nt are 

realizing that te hnical kill play a maHer role compar d t oft kill . Thite 2 

xplain the findings of a r earch on IT profe ional and interview with th ir HR 

manager \! hich ugg ted that managerial and leader hip c mpetencie ar m t \ ant d by 

oftwar fi llowed by competenci s relating to bu ine d main 

elf/rol rganizati nal i ue knowledge management, customers and proje t and proce 

management. S ft kills are generally tacit in nature as they are the re ult fa p r nal and 

cial exp ri n . Training can only pro ide the framework but oft kill n to b 

internaliz d. 

Th imp rtance tacit knowledge in aJJ job in the knowledge econ my has impli ation [I r 

HR man gem nt in cl ting and pia ing the right p on for the right j b and 

in tituti n 1i ing the mat hing pr 

management. 

through appropriate training p rforman and reward 

2.4 People, knowledge and competitive advantage 
By providing empl ye with t I that they can use to impro e th ir wn pr ducti ity 

m raJ in rea and the mi ion f the organi ation is accompli bed m re fficiently. Th 

abilit to c llate, int rpret, and act upon thi wealth of informati n confer mp titi e 

advantag and tb ability t tailor pr du and rvice based on market demand . 
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a d n umt dat entry, Knov.ledg nt y·t m· pr ide m kcting 

infi nn ti n . competit r inti rmati n t tr tcgy t b 

mad li n r urcc, 

di tri uti n marketing budget b d nth ere ti en . f app pri te m i , and th 

d fnev pr duct L tting, 2 ). 

2.5 lnstitutionalising Knowledge Management. 
Organizati n an no I ng r rely n te hnology alon t deli er mpetiti 

any e, t d y the lat t t hnol gy and pr meth dol gy ar a ail bl 

t a fra tion fthe riginal t. It i the intell tual capital that fill the gap in the con my 

(Thite. _ 

T day. th n ity for p pi to question the ery fundam ntal umpti n or m ntal 

m del b ut their' rk and nterpri e is quite e ident. o t indu tri t day le tify t the 

fact that their envir nment i changing more rapidly then e er before. They ar affi ted by a 

ari ty f fact u h as techn logy breakthr ughs, decreasing g vernm •nt funding 

gl baJizing mark t and c mpetiti n hanging pr file and preference of harch lder and 

cu t mer and on. In many countries large companie perat d a r 

d minant market leader in banking telecommunication a iation pharmac utical tc. but 

t day they arc as vulnerable t n ironmental uncertainty as anyone el e. Siz and r 

technical market and financial d minance no longer as ure future ucce . 

Thu , circum tan are forcing rganization and people to alter tb ir way f thinking and 

working. And th e wh can think and v ork b tt r, marter and faster urvi e and pr per. 

Thi requir them to b om learning organizations. 

2.6 Learning: An Imperative 
The working n had t tra form with the changing time . Manag m nt has t 

facilitate team t w rk on their own and figure out the be t way f d ing things 

rather than dire t nd ntr I them. Further the management ne ds to p r uade worker t 

har their kn wledge with th and empower the entire organization to enefit fr m the 

generation and application f ne knowledge. more and more manual w rk i aut mated 

v orker have t use their brain mor than their hand to think ways and mean of r ponding 
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t- hangin demand with eed and agility. It r u1 min • t f 

d ing thin and en-'icing th c t mer in th ·ible cv · time. all the ttmc. 

T y, th on compet n i that en le I -man gc. ' ork in team . think 

gl aJly Idly and uncon enti nally. and depl y th po r f intuiti n and 'm ti nal 

mp tenci al o in lude chara t r w1th ut the lau r, p pi will n t har 

their kn ge. 

2. 7 Learning at Individual Level 
L aming tak pia when di Juncture. di cipline urpn or chall ng act a triggers that 

timulate r p n e. lndi idual implement a trategy ba ed on thi trigger, which may r not 

work. Wh n it doesn t work. there is dissonance and the cycle is triggered again Marsik 

,2 4). 

Betw n the initial trigger and determination of strategy i an implicit filtering of infl rm ti n 

thr ugh el ti e perception valu beliefs and framing of the ituati n. h c filter arc 

pr ducts of individual s prior experiences and social contexts. 

Th acti n taken arc constrained by their capacity to act (e.g. kill , auth rity, re ource 

and p wer. 

Out f the n equenc and attribution about cau e individual electi ely make meaning 

f the exp rienc and retain or embed th e cogniti e recon tru tion a what i learned 

fr m experience. 

2.8 Learning at Organizational Level 
In Organi ati n • learning i a collective experience. Changes in tatu qu may trigger 

learning. Thi may be: ne\ r gulation, new technology market downturn u t m r 

di ati facti n new demand , or new vi ion. 
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2.9 Learning: An interactive and interdependent process. 
ti e m • nm nt I canning n bl organizati n t pr acri · ly h p 

r anizations uJture a ts as filt r to direct organizati n' ttenti n. K pic in th 

rganizati n 11 ti\ I}' r eparatel} arri · at a trat gy t 

uir colt tiv rgamzational ti n h n n d for alignment ab ut 

i i n, hared meaning f intenti n and capacity to rk acr many i r nt kind 

undari . On organization r pond indi idual and d partm nt make umpti n 

organizati n a r ult f th e a tions. en t int !:,'fate n w 

te hn l gy. for xample con iderable learning may be required t indi idual I I b r 

organization has n v capacity. Organizational learning i the net re ult f thi ycle. What 

i learned i ' hat the organization retain such as a new capacity a new under t nding 

what d e n t w rk. or a n w procedure or technology atkins 2004 . 

orne rganjzation ha e y tematic means of capturing di eminat dire-embedding new 

learning o to be wid ly a ailable for current and future. Other do not. 

Change mu t happen from individual to a group from organizational to envir nmental the 

hange mu t be me new practice that enable and supp rt ability t u e learning to 

impr e perfi rmance. 

Learning at rganizati n i not sum of many people learning. Yet individual carry with 

them micr smic rtrait of organizati n gyri and Schon 1996). Thr ugh th · 

p rtrait we can d t t change in organizations mental m del bared alue and m m ry. 

2. 1. 1 Learning and Knowledge in Organisations: the approaches 
Ther are di er nt d finitions of and approa hes to a learning organization. enge I 93 

d learning organization as a place where people continually expand their capa ity 

cr' te th r ult th y truly de ire where ne\ and expansi e patterns of thinking ar 

nurtured, wher coli ti e pirati n i t free and where people are continually learning 

how to learn t g ther. enge ad cat that the heart of a learning organization li in 

learning that re uJts in a "'shift of mind' something that transforms who we are and what we 

do. 
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Argyi 197 argu that \ .. h nan n\1 nm nt i un rtain th t 

reasonably tablished, ingl -1 p rre tive) learning Lhat inv I rrc ting errors 

against t norm b m in ffi ti e. an mironm nt all for d uble-1 p 

(generati e learning that allow and encourag nstantly que ti n and t 

exi ting norm belief: alues and e en g al to en ur alignment v ith fast- hanging 

cenario . This invol e the elf-que tioning ability. H we er, in a bureau ratizcd 

environment p pie are rarely encouraged to qu ti n the tandard op rating n nn aod 

procedure and organization face an uphiU battJe to chang the mind et of p pic. 

Learning by individuals i neces ary but not ufficient for an organization to change. 

Organizational learning i more than the sum of individual learning. Howe er the challenge 

here i to con ert individual learning into organizational learning as otherwise the proces es 

and insights aporate (e.g. when a long-time employe lea e an organizati n) becau e they 

were not shared or made a part of collective memory. 

Organizational learning is becoming increasingly important phenomenon within bu ines 

world as a re ult of it effects on efficiency and effecti enes of organization performance 

(Amulyoto, 2000). 

Learning organizations identify key characteristic of their environment and are able to plan 

ahead. They attempt to identify interaction between firms· sub-system that facilitate or 

inhibit management of change are better and able t cope with environment and other 

change becau e they can accomm date unpredictability. They are not encumbered with rigid 

and outdated plan and pr cedure Amulyoto 2000). 

Learning organizations are proacti e hence take initiative· acting in ways that remo e need to 

adapt. Finn s ad antage in this era depends on its ability to develop and retain kno\! ledge 

that i devel ped by tructured organizational learning and used and retained through car ful 

knowledge Management Jauck and Glueck 19 ). 

Hence the firm needs to use combined efforts kiUs, expertise of all its Human Resour 

Mo t organizations go down a corridor like a drunk. Once set· they mo e in the direction 

era h into a wall~ if they urvi e they go another direction and mo e until they hit another 
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' ·aJJ. t the very t, they r h th nd very brui ed. hang and J rning through ri ·i i 

very painful and "astefuJ t both th organization and the indh·idual. It in 

r tru turing. redundancy pr grams and writing fT g and rna hin ry. 

~ atkins ( 1 9 contend that knowledge capital i what a buyer " ill be willing to pay r a 

firm o er and above its b ok value. C ca Cola s alue is more than th water, sugar and 

bubbles; its real alue i in its knowledge of market ust m and mp tit r . 

asseri 1997 in an effort to explain intellectual capital wrote: 

·• Just imagine that your company is suddenly struck by a knowledge blight that erase all 

corporate knowledge from the storage media including employees minds. The difference 

between the market value before and after the blight struck is the value of the company s 

intellectual capital 

number of appr aches to measuring knowledge capital focus on key indicators of future 

trategic alue. For example Beck (1992) counted the number of patents and patent 

di clo ure the percentage of knowledge workers among the total workforce whether 

in estrnents in technology are steadily increasing or the percentage of the organization 

operating in the new economy . 

Studie carri d out by Yang (2003) provide growing evidence of a relationship between 

performance and dimensions of the learning organization. What is more intere ting i the 

\ ay in which the people variables influence y tern ariable which in tum are mo likely 

to influence change in p rfonnance but only when moderated by strategic leadership for 

learning. Similarly it is interesting that th only direct predictor of knowledge performance 

i whether the rganizati n has cr ated sy tern to capture and hare knowledge. 

It i triking t n te how the re ulting model support the argument put forward by Senge 

( 1 90 that the fifth discipline - y terns thinking (i.e. making systemic connections and 

creating emb dded y tern to capture and hare knowledge) is the glue that makes the other 

di ciplin work. One might conclude that the learning culture is found in the minds and 

hearts of the people. 
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In recogni ing the ignifican f kn wledge t trat gi • rganizati n ar no' 

·ng kn wledg a r ource' orth managingj t a ra" ec tc. Rath r 

than treat len ledge a ut pr du t and p~ c the individual 

employee , management fi r trategic appli ati n f the kn wledg . Th e effi rt 

to tematically gather kno\ ledge. mak it\ idely available in the rgani ati n and fi ter 

culture oflearning are called knowledge manag ment (Daft, 1 0). 

Dodgson 1993 defin organizational learning as the way firm build. supplement and 

organi e kno\ ledge and routine around their acti itie and within their cultur and adapt 

and de elop effi iencies by improving the u of broad kill and their worH rce . 

Literature identifies knowledge management as a current gap in Human Re urccs 

De elopment and suggests that this is a strong opportunity for HRD to dem n trate it 

capabilitie Athey and Orth 1999). 

Many cholars ha e advanced different but related models in an effort to identify knowledge 

management ystem in organisations. 

Mar ik 1997) id ntified the nature of Management of Knowledge in organi ation as being 

detennined by the following dimensi ns: 

I. P ple emp werment and exi tence of a shared vi ion: The extent to which people are 

in olved in etting, owning and implementing a hared vision, re ponsibility i 

di tributed clo e to deci ion making o that people are moti ated to learn toward what 

they are held ac untable to do. 

2. nnecting organi ation to it en ironment: Employee are assisted to appreciate the 

effect f th ir work on the entir enterpri e they do environmental canning and utili e 

the informati n to adjust their own w rk practices. Organisation i not an i land· i linked 

t it communiti . 

3. Pro i ion of leadership to promote continuous learning: Learning i championed and 

up rted by the leaders. Learning i trategically used for achie ement of busine s 

re ul . 
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4. Pr m ti n f inquiry and organi ationaJ mem ry ·tern : ulturc h llenging tatu 

quo i en uraged vi w are ought eedback and p rim ntation in ar ·h ~ r new 

knowledge is respected. "Corporate knov 1 dge' 

urrent and future m mb rs bene fr hly di co red !uti n ar kept a r ercn 

us r ulting in continuous modification of pro ed 

lla ration and team learning: ollaborati n i alu d by the cultur and r v arded. 

W rk is de igned to encourage group con ultati o and learning t gether. 

6. Creation f y terns to capture and hare learning: y tern are ere ted and maintained 

(b th high and low te hnology) to hare learning, integrated with w rk. 

Seoge 19 0 identifie fi e di ciplines of learning organi ation: y t m thinking, bared 

i ion, p onal rn tery team learning and mental models. 

Jn learning organization , p ple are alway inquiring into the y temic c n equence of 

their acti n rather than ju t focusing on local con equences. They can under tand the 

ioterd pendenci underlying complex issues and act with perceptivene and leverage. They 

are patient in eeking deeper under tanding rather than striking out to fix' problem 

ymptom becau e they know that most fixes are temporary at be t and often r ult in more 

e ere pr blems in the future. 

a r ult of th e capabilitie learning organizations are both more generative and m re 

adaptive than traditi nal rganization . Because of their commitment. op :nn and ability 

to deal with comple ity p ple find ecurity not in stability but in tb dynamic equilibrium 

between h !ding on and I tting go h !ding on and Jetting go of elief1 as umption , and 

certaintie . What th y know takes a ond place to what th y can Jearn, and impli tic 

answ are alway I important than penetrating questions Senge & Koffinan I 3 . 

Whil the gain from down izing, r ngin ring and "slash and bum" retren hments often 

fail to u tain them I , the gain from enhancing learning capacity ha e pro en to be 

ustainable. curnulati e and elf-reinfi rcing. All of the challenge of profound change are 

predictable. 
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eng ( l 3 cont nd that it will n t adequat t o er training and h p that p pi will 

b able to apply n \ insight and meth d . r will help from n ultant b ufficient t 

bring ab ut the fundam ntal lllfts in thinking and int ra Ling and th n ca abiliti 

needed to sustain those shifts. It will n ary to redesign work i the typ f id 

d el ped abo e ar to find their way into the mainstream of management practice. 

He believes that a guiding idea for red ignjog v ork will b virtual learning pa or what 

ha e come to be known at the Learning Centre as managerial practic fields. The learning 

that occurs in ports team and the performing arts i embedded in contiouou mo ement 

between a practice field and a performance field. 

The link between a finn s knowledge base and its competitive advantage i recognised by 

cholar (Barney 1991).Garvin (1993) defines a learning organization as an organization 

killed at creating, acquiring and transfening knowledge, and at modifying it behaviour to 

reflect new knowledge and insights. He traces three overlapping tages in the pr e of 

learning: cogniti e stage where people are exposed to new idea and begin to think 

differently: behavioural tage where p pie intemalise new insight and start altering their 

beha iour· and fmally performance improvement stage when altered beha iour results in 

marked impro ement. The shorter the learning cycles the uperior i the perfonnance. 

Garvin propo e that successful organizational learning occurs through· . 

o Systematic pr blem- olving 

o Experimentation with new appr ache 

o Learning from own experience and past hi tory 

o Learning fr m the experience and b t practi es of others and 

o Tran ferring kno\ ledge quickly and efficiently throughout the organization. 

Pedler et a/ ( 19 7) u es the tenn 'learning company (to emphasize collective endeavour) 

and define it as an organization that facilitate the learning of all its member and 

con ciously tran forms it elf and its context. In their model they front the following 

characteri tic as tho e of a learning company: 
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o learning app ach t trat gy: wh r p li and trat gy fi rmulati n arc 

conscio ly stru tured for learning. 

o Participati e policy-making i.e. all takeh ld rgani ti n ha a chanc t 

contribute to major deci ions involving ust me uppli and c mmunity up . 

o Information: where information techn logy make infl nnati n a it I t fr ntlinc 

taffin order to empov er them to act on their own initiative. 

o Formati e accounting and contTol: where y t m of budg ting, rep rting and 

a counting are tru tured to assi t learning hence delight all int mal cu t me . 

o Internal exchange: where all int mal uni ee them el as u tomers and upplie 

to the end -u r or client. 

o Reward flexibility: where flexible and creative r ward both monetary cater fl r 

individual need for performance. Assumptions underlying reward are di cus ed 

op nly. 

o Enabling structure : where tructure can easily b changed to meet the j b user, r 

innovation requirements. 

o B undary workers as environmental scanners. Members who are directly in olved 

with cu tomers community repre entative client etc y tematically gather collate 

and feedback infonnation hicb then gets disseminated to the team. 

o Inter-company learning: through joint trainings job exchange and ther learning 

alliances for mutual e change. 

o A learning climate: Where all manager ee their primary task as facilitating 

employees' experimentation and learning from experience, through questioning 

feedback and upport. 

o Self- development opp rtunitie for all: where p pie take re pon ibility fi r their 

own learning and de elopment and the organization provides resourc and facilities 

fi r elf-de elopm nt to all member . 

ln an organizational context an ideal learning organization includes n tions of 

rganizati nat adaptability flexibility a oidance of tability trap pr pensity to exp riment, 

readine to rethink mean and end inquiry orientation, realization of human p tential for 

learning in the rvi of rganizati nal purpo e and creation of organizational setting as 

conte t for human d elopment. 

Merely generating ideas without pr viding a channel to implement them can be both 

unpr u ti e to the organizati n and d moralizing to mployees. 
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It is true that all managers ha e to compete fc r scarce r ur and cannot thr ' m n y to 

let people do thing that they are pas ionate ab ut. But y mmunicating the trategic 

direction of the company and by working " ith p ple to understand the pra tical 

implicati n of their idea and the fea ibility of turning th m into marketable produc and 

rvices within a reasonable time-frame manager can pr ductively channellize the creati e 

flow {Thite 2004 . 

A number of scholars have argued that tacit knowledge is a valuable ource of competitive 

advantage because it protects a finn against boundary leakages of firm-sp cific kno' -how 

assets (Shuen 1993). In addition tacit know] dge has a higher potential for generating returns 

when put to work within the boundari f the firm (DeLeo 1994). 

According to Marsick and Watkins (1999 learning occurs when ideas and information are 

accessible to individuals across the organization who can bare discuss and use them 

constructing new knowledge in the proce s. The technology becomes a tool for the 

organization by capturing the learning that o curs and facilitating haring it with others. 

everal studies have been done to confirm the relationship between a finn s knowledge 

management stmctures and financial performance of organisation. Marsik and Watkin 

(2003) developed instruments to find this Unk while Ellinger and young (2003) e tablished a 

busine ca e for learning organisation. 

2.1.2 Barriers to Learning 
Argyris (1978 identifies " organizational defensi e routines as the most visible force that 

inhibit learning. When questioned people take defen ive p ition and u e their p wer and 

knowledge to uphold their decision or iewpoint, even when they are aware that their tand 

does not erve organisational interest . He argues that organizational defen ive routine 

encourage individual to bypass the cau e of the ernbarra sment or threat and to co er up by 

the bypass. Examples of this system include politicking game playing Layering etc. 

Senge (1990) rightly point out that due to severe learning disabilities most organizations die 

before the age of forty. He gives the example of a boiJed frog i.e. bow a frog gets used to a 

ery slowly rising temperature to the extent that it sits quiet even when the temperature 
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rea h b iling point, to illu trat h \! 

d y and mi s out on the early warning ignal . 

By learning to unlearn well-entren hed rgani ati nal de[! i e r utin p pi c n 

qu tion p t routines and create ne' knowledge. Organizati nallcaming mainly d pend n 

i employ willingne to cast off or unlearn p t practic that are no l ng r r le ant. 

Core comp tencies can become core rigidities and ther for h v t learn i m r imp rtant 

than what you learn. HR profi s ionals may sometime unwittingly r infor e rganizati nat 

defensi e routines through inappropriate HR polici and pr cedur rather than h !ping 

organization overcome unproducti e assumption . Thu unlearning i an integral part of the 

learning process and is even m re so in knowledge economy as knowledge bee m b olete 

ery fast and it context and application change all the time. 

Managing learning, however is not without its hare of politic . Since kn wledge i 

as ociated with power money and uccess it is consequently as ociated with lobbying 

intrigu , and backroom deals. Effective knowledge management involve political alliances 

and deals between those who have knowledge and tho e who use it. Thi invol a firm 

commitment on the part of tho e who work on late t kills techno) gie , proce es and 

emerging markets to pa s on their knowledge to other members of the organization by 

doubling up as in- hou e trainer . baring actually enriches and enhances one s knowledge. 

HR h uld publicly recognize and reward people who shar knowledge and create int racti e 

forum t facilitate the proce (Thite 2004). 

One of the paradoxe of the n w economy i that v bile peed and agility d fine ucce 

learning 

2003' 

ucceed is a gradual and time-consuming proc . According to ord tr m 

en though the ne c nomy c m without peed limit creativity cannot be 

tl rce upon people. T be crcati ewe need Jack. We need r ources and time. We need 

tim t play ar und. We need time to exp riment. We need to ha e casual con ersations with 

ther . 

Lack f tern thinking i another barrier to deep learning. Organizations often r ort to 

hort-t rm pr bl m fi ing and patching without realizing that uch hasty repairs cau e 

problem el where and deep n the problem in the long run. For instance by resorting to 

wid pread retrenchment in a downturn organization end up Jo ing critical knowledge 
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our th t h b en d eloped painstakingly ver th yc nd a r ult, I n th ir 

futur challenges. Thus nge 19 0 pu it that "T ay' pr blcms c m 

from, est rday· • olutions' •. 

2.1.3 Managing Failure and Success 
Learning in 1 t leran toward failure. R earch that th majority of inn ative 

ideas fail to b come com mer ial reality. torey and Quint _QO 1 argue that inn ati n i 

about di ity untypical and un ertainty, and it ther n re canie a con id rable degr f 

ri k. Human R urc h to ensur that people are enc uraged t b Idly xpetiment and 

hare th ir i w with ut any fear or apprehen ion. 

How er, rgani ations are too r luctant to admit failur . Even companie known for 

excellence in management, talk eloquently about their su ces torie but fall ilent when 

asked to identify areas of weakne es that need impro ement. Mere encouragement to 

generate new id i not enough. When people make genuine attempt t implement their 

ideas and fail they n ed to be encouraged not discouraged, to try further. therwi e they 

will ne er bother t think again and try again· they will merely follow their managers. Thi 

amount to celebrating failure. 

Fear f faHure can cau e untold damage. Manager with a command and c ntr I lyle u e 

their fear a their main weapon to make employees compliant and uppre freed m of 

th ught and expr i n. Therefi re to dri e a~ ay the fear of failure manager who fo ter it 

hould be dri en away firsl In this pr ce leaders at the top play a crucial r le a it i the 

t t f their c mrnitrncnt to th learning pro 

imilarly, ucce a) need to b managed effecti ely. One may think that su ce feed 

uc and th r fi re, d e not need to b managed. But there are many trap hidd n in 

managing ucc . 1t may lull p ple into thinking that they know e erything there i to 

know and t p learning. ucce rna be attributed to wrong persons or team as me p pie 

are hy to bl w their own trumpet while orne other are experts at it. It could be du t 

cultural ba kgr und \ her mod ty i preferred o er self- promotion. Further lc n fr m 

may be applied to inappropriate ituation I cations or time . 
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2.1.4 Benchmarking Against Best Practices: 
n e an idea i turned into a uc fuJ inn · ti n, it m mm n kn \\ ledge nd 

the will tart n tieing it. Learning organizati n ar n t Jearn b th "thin v 11 

from ut ide. mctime , ideas ar b rrov ed fr m tally unrelated 

ituati ns. Today many organization build enduring r !ali n hip with ntra 

uppli rs and customers to learn from ea b oth r. Often, cu t m ro ide criti I insight 

and a comparati pi tur; of comp ring p duct and th r fi re, keeping the y and ars 

o en for cust m r feedback is a p rqui ite to b nchmarking pra ti 

Internal and e t mal benchmarking can erve a number 

breaking tabli h.ment paradigm creating a readin 

purp e : leveraging know! dg 

fi r a tion and pr iding m del f 

excellence. H we er r earchers point out that transferring be t practic ea ier aid than 

done. Szulansk:i 1994) reas ns that the slow process could b due to ignorance of U1e urce 

and th recipi nt about the existence and utility of knowledge (a case of the left hand not 

knowing what the right hand i doing) lack of resource to implement new practice lack f 

personal r lation hip and rapport between the partie . 

0 Dell and Grayson (1998 also observe that the natural desire of people to learn and hare is 

thwarted by a ariety of organizati n-related reasons such as structures that promote silos 

behaviour culture that promote per onal knowledge over sharing of knowledge p or cial 

netw rk between p pie, er r lian e on tran mitring what is already kn wn rath r than 

what i unkn wn and lack of reward fi r p ple to learn and hare knowledge. They p int ut 

that in consulting organizati ns· d pit ha ing best - in las onlin datab 

h it t to hare knowledg becau e of th culture that reward individual ucce o r team 

ucc and m titi e pr ur that lea e no time to share. 
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H H D 

3.1 Introduction 
Thi ecti n looks at the way the r earch proc carried ut. It in Jude di 

r earch d ign, the p pulation ampling and Data l1 tion mcth d , m ur f 

variabl and data analysi . 

3.2 Research Design 
A de ripti e design was used in this urvey. hurchill 1991 n te that a de ripti e tudy can 

be used when lhe purpo e i to:-

a) D cribe the characteristic of certain g al 

b) Estimate proportion of people who behave in a certain way 

c) Make peci fie predictions 

This is an expost facto case study. It sought to find out the what is or the existing scenario. 

3.3 The population: 
The p pulation was compo eel ofaJ] the 410 employees ofBriti b American tobacco K nya, 

tructured into e en departments thu : 

Leaf. igarette manufacturing Human Re ources Supply chain Finance IT Marketing. 

3.4 Sample and Sampling procedures: 
Pr p rti nate stratified sampling was u ed to obtain a total ample of 77 empl yee from the 

ariou departments to participate in the study. This figure repr ents 19% of p pulation 

which is within the requirement of 10-20% of the p pulation for a ample to be tati tically 

ad quate. Table 3.4.1 below give the detail of the ampJe ize per department. 

able 3.4.1 : ample by department 

No of % of No in 
staff total sample 

Leaf 94 23 13 
Marketing 82 20 12 
Manufacturing 155 38 30 
IT 5 1 4 
HR 9 2 4 
Supply Chain 11 3 6 
Finance 54 13 8 

410 100 77 
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3.5 Data Collection Method 

Data ''as oll t d using a qu ti nn ir . Thi elf- dmini trati n might 

plain the high r rat 6% . ' hi h would h c th f\\ 1 n 1 w du t busy 

natur fth re p nd n . 

3.6 Measures of variables: 

\ alton 1 xplain Marsik m del of det nnining 

following dimension : 

1. P ple emp ennent and exi t n e of a shared vi i n 

2. Connecting rgani ati n t it envir; nment 

3. Provi ion f leade hip t prom te continuous learning 

4. Promotion f inquiry and organi ational memory y tern 

S. Collaboration and team learning 

6. Creation f systems to capture and hare learning 

The qu tionnair was de I pedal ng th e dimen ion . 

3. 7 Data analysis: 

In this tudy de cripti tali tic wa be u ed in the analy i . The r 

in terms ofDepartment by ge and by Category ofempl yment. 

a cd n the 

wcr analy ed 
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P R4: DDI 

11u at th re ult obtained from th that ~ adnuni t red. Th d ta 

fr m the c mpl t d que tionnaire was ummarized and pr entcd in tabl and p r ntag . The 

chapt r i pre ented in h o part · beginning with th g neral inti rmation that wa tam fr m the 

fi t part of the qu tionnaire. he ond part of analy i focu 

the econd part of the qu tionnaire. This analy i to ans~ er the re - h bJ th·e . 

4.1 PART 1: OVERVIEW 
Tabulation of the qu ti nnair di tributed and returned per locati n wa d n and pre nt d in 

table 4.1.1 bel w. 

T ble 4 .. l urn er of Que tioonaire Di tributed and Returned 

No.dtstnbuted %popn Returned %Returned 

Leaf 13 10 9 69 
Marketing 12 7 6 50 
manufacturing 30 19 29 97 
IT 4 80 4 100 
HR 4 44 4 100 
Supply Chain 6 55 6 100 
Finance 8 15 8 100 
TOTAL 77 16 66 86 

Table 4.1 .1 how a r p n rate of 6%. This relati ely high re p ns rate i pr bably 
attributabl t the elf-admini tration method of data collecti n v hich wa ad pled in thi 
tudy. 

Table 4.1.2 J b at ory 

Frequency % Valid % Cumulative % 

Management 24 36.4 38.1 38.1 
~on Management 39 59.1 61 .9 100.0 
iTotal 63 95.5 100.0 
System 3 4.5 

66 100.0 

Table 4.1.2 how that nearly 60 % f the re pondents were non-manager hile the ther 
40% are managers, repre enting well the pulation reality at BAT. 
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T ble 4.1. noth of ervice 

FreQuency % Vahd % Cumulative % 
Below 5 19 28.8 34.5 34.5 
~-10 23 34.8 41 .8 76.4 
1_1 -15 3 4.5 5.5 81 .8 
16-20 6 9.1 10.9 92.7 
Above 20 4 6.1 7.3 100.0 
Total 55 83.3 100.0 
System 11 16.7 

66 100.0 

Table 4.1.3 h w that 76% of all r pondents ha e worked forB T fir 10 y ars and I w. 
Tho e who ha e worked m r than twenty year are only 7.3% 

Table 4.1.4: 

Table 4.1.4 how that majority of the re poodents 
represent the gen raJ dem graphic reality at BAT. 

Table 4.1.5: Gender 

f age. Thi 

Table 4.1.5 h w that maj rity of the respondents ( 3.3% were male. Thi al reflected 
in the total populati n, whi hi pred minantly male. 

Table 4.1.6: 

Table 4.1.6 how that tho e with undergraduate degree and diploma formed a maj rity of 
the respond nt (57% . 
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4.2 PART 2: DETAILED ANALYSIS 
TIJi ub ·ection of the ana/y is deals with ·ection 2 of the que ·tiomtaire in em iffort to a lti~ • the two 

re earch obj clive . 

a) reation of ontinuou learnin opportunitie 

Table 4.2.1: Le der continuou 1 eek learn in opportunitie . 

Table 4.2.1 how that 3.8 % of the respondents felt that to great e tent leade eek 
opportunity to learn. A further30.8% agreed that this happ n to am rat ext nt. Only 7.7 
% feel that thi happen to a I s extent, and a similar percentage al feel that the eeking 
of opportunitie fi r learning by the leaders happen to a ery great e tent an indication that 
the leadership capabilitie competency model that has b en adopt d and reinfi reed thr ugh 
various retr a team building activitie , leadership de elopment trainings etc i having it 
effect a de ired. 

Table 4.2.2: ital information handino over occurs during tran ition 

Table 4.2.2 h w that in thi tudy 7 . % perceive the handing o er of ital information 
ccurring to a m derate extent. 

It i imperati e in KM that knowledge i not only de eloped but al o stored for urrent and 
future u e. Without adequate pr ce to ensure torage and availability f kn \! ledge 
organi ation might lo e track f ery ital knowledge ith the r ult of unt ld 
repercus ions. Thi typical1y happ n when there i separation tran fer r any change of 
office holders with ut proper banding ver of vital information. 
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T bl 4.2. : hanaio top eade r hip d in 
mana ment practi e od focu 

FreQuency % Vahd% Cumulative % 
Not at all 2 3.0 3 .0 3.0 -
jT o a less extent 9 13.6 13.6 16.7 
Moderate extent 30 45.5 45.5 62.1 
Great extent 18 27.3 27.3 89.4 
';1/ery Great extent 7 10.6 10.6 100.0 
rrotal 66 100.0 100.0 

Table 4.2.3 h w that Organizati n ha e been aid t r fl t th t p I 
rganization h w er go t an extent where any hang in t p I de 

organization to gr und zero~ they ha e to start all o er agai~ putting int pi n \\ t m 
ac rding to the whim of the ne b . This is und irabl as u h organizati n can n ver 
boast a matur cultur of their own and long tenn plan b m difficult t thr ugh. 

The table abo e h w that o er 3% of respondents belie e that change in I dership d 
not nee arily r ult in change offocu for the organization. Thi i d irable. 

Table 4.2.4: 

Table 4 .2.4 h w that BAT has everal database of inti rrnati n a 
late t b t pra tice organi ation plans, other operating companie 
critical ource fTacit Kn wledge and an indicator of effort t hame 

Thi table indi at that 24% feel that to a very great extent, the e datab e are kept up to 
date. bout 3 % al o agr e that thi i true to a great extent. 

Table 4.2.5 h w that I %of the r ndent felt that to a great extent mi take e op nly 
di cus ed with a vi w t learning fr m them.25% feel this happen to a m derate ext nt 
while 14% feel it happen t a I extent.3% feel thi happen to a very great tent. 

Thi may imply that th c mpany h made go d effort to allow di cu sion f mi tak and 
there ultant learning that m ther fr m. Howe er the fact that o er 30 % nly agr to 
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gr t extent mean that more effort i required in thi area. rgani ti n that d n t h · 
fr e di u i n f mi tak and learning run the ri k f th ir empl y r ining r m 
experimentati n and ri k taking. Thi in tum hinders cr ali it} and inn vat1 n. 

The panacea would b to refrain from blame cultur . In 
and learning re iew su has fter tion Review 

hart 4.2. : People help each other learn 

\'alid Perunt.ge 

35.9 

ONotat11l 

•Toal UI~DI 

OM duat~ txttot 

0Crut uttnt 

hart 4.2.6 how that, a majority 34.8%) feel that p pie in this rgani ati n help ach 
other to learn to a great ext nt.34.8% perceive this to be happ ning only m derately. In 
organisations where this it cored lowly the tendency is that indi idual I aming is given 
pri rity o er team learning and knowledge sharing. The down ide of thi i that the 
rganisation I es totally in case of eparation, since those with the kn wledg g with it and 

a acuum is therefi re created. 

To addre s thi ituation an organi ation would need to develop r v ard pr gram that 
recogni e t am achie ement, encourage managers who nurture and recogni e know! dge 
haring am ng their taff, pr mote y tern that ensure p pie help each other n lhe j b .g. 

interlinking in~ rmation fr m ariou departments. 

Table 4.2.7: P ople are iven time to upport learning 

Frequency % Valid % Cumulative % 

Not at all 7 10.6 10.6 10.6 
tr o a less extent 12 18.2 18.2 28.8 
Moderate extent 32 48.5 48.5 77.3 
~reat extent 11 16.7 16.7 93.9 
~ery Great extent 4 6.1 6.1 100.0 
trotal 66 100.0 100.0 

Table .2. 7 b w that I 0.6% feel that p ople ar not given time to support learning while 
1 % p rcei e thi to be happ ning t a I ext nt.4 .5% perceive that time i gi en t a 
m derate extent v hil 16.7% approv that time i giv n to upport learning t a ery great 
extent. 

To addr i su f learning rgani ation houJd et orne minimum learning hours p r 
year or integrate learning int individual ' ork. e.g. by u e of oftware prompts. 
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rapb 4.2. People view problems in th ir work a opp rtunity t lea rn 

01 ••• u 
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Graph 4.2. h v that 0 er 80% of all respond n agree that p pi vi \ pr bl m in th ir 
~ ork a pporturrities to leam.l2.3% feel this i true only to a I xtent while 6.2% d 
believe this is n t the case. 

It i important that organi ations ha e the right infonnati n c n eming the cha11eng in it 
envir nment. 

Table 4.2.9: People are rewarded for learning 

Tabl 4.2.9 h w that 44.6% percei e that to a moderate extent p ople are rewarded ~ r 
learning while 12.3% ee this to be happening to a great extent.7.7% think thi i true to a 
ery great e tent while 26.2% believe it is to a le extent. 

{b) Promotin Inquiry and dialo ue 

Tabl 4.2.1.1: 

Table 4.2.1.1 h w that 45.5% of re pondents feel that people gi e open and honest feed 
ba k to a moderat tent.22.7% beti e is true to a great extent while 21.2% ee it as true 
onl t a 1 extent 

Organi ation wh re feedback i not gi en openly run the risk of suppression which inhibit 
dt cus i n of ideas and exp tations. 

31 



Table 4.-.1.2 shows that 44% believe that people listen tooth rs' vie\ be~ r p aking t a 
moderate e tent while 19.7% believe to a l extent howe er 27.3% belie e thi ur t a 
gr at extent 

T ble 4.2.1.3: People encouraged to ask wh. reoardle of rank 

Frequency % Valid % Cumulative % 

Not at all 8 12.1 12.1 12.1 
[T_o a less extent 18 27.3 27.3 39.4 
Moderate extent 23 34.8 34.8 74.2 
Great extent 13 19.7 19.7 93.9 
IVery Great extent 4 6.1 6.1 100.0 
tTotal 66 100.0 100.0 

Tab! 4.2.1.3 hows that 19.7% are of the view that people are encourag d to a k why 
regardless of rank, howe er 27.3 don t see it as true and 34.8% of the respondents agree to a 
m derate extent. 

Chart 4.2.1.4: People seek views of each other 

aiJd Percntages 
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hart 4.2.1.4 h w that a majority 53% belie e that people seek iews of each other t a 
m derate extent while 31. %agree to a great extent and 9.1% ee it as not true. 

able 4.2.1. People treat each other with respect 

Table 4.2.1.5 h v that 3 7. 7% beli e that p ple treat each other with r p t to a 
moderate extent. Howe er, 31.8% feel this is true to a great extent and 10.6% agree to a les 
extent. 
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Tabl 4.2.1. 

Tabl 4.2.1.6 bows that 24.2% agree that p pie pend time building tru with each th r 
r.S% percei e it happens to a moderate extend and 21.2% to ale xtent. 

c Encouragina collaboration and team learnina 

Graph 4.2.1.7: Teams free to adopt their aoal a needed 
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Graph 4.2.1.7 show that 37.5% of the r pondents belie e that to a great extent, teams are 
free to adopt their goals a needed. 35.9% feel thi happens to a moderate extent while 14.1 % 
feel it happens to a less ext nt. 

Table 4.2.1.8: Teams treat members as equal regardJe 

Table 4.2.1. h ws that 20% are of the view that team treat member as equal regardles of 
cadre to a great extent mo t respondents 40%) perception is that thi happens to a moderate 
xt nt 

Emphasi on tatus r hierarchy usually re ult in restriction of free flow of ideas and 
infonnati n. Thi limit inno ation and de elopment. 
Thi ituation can be addre sed by rotating rol and ensuring decision are made through 
di u ion . 

[n B T the use f Joint con ultati e councils to resolve mo tissues has enabled decision 
making to remain llective. 
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Chart 4.2.1.9: Teams focu on team' ta k a ell a hm th \ bot team i doin 
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Chart 4.2. 1.9 bows that, the majority 45.3%) agree to a great extent that team focu n 
both the team s task and how the whole team is doing l 0.9% belie e to a Je extent and 
.. 5.9% to a moderate extent. 

Thi implies that the team building activities that BAT continuously engages io are probably 
bearing fruit with respect to team focus. 

Table 4.2.2.1 : Teams review their idea as a result of emerging information 

Table 4.2.2.1 shows that 43 .8% percei e that to a great ext nt teams review their ideas a a 
result of emerging information howe er a 10.9% feel thi happens to a le extent while 
31.3% believe its to a moderate extent. 

Teams that tie them elves to existing mental frameworks ha e the tendency to insist on the 
way we have always done it' reasoning and are averse to coming out of their comfort 
zones . This situation leads to inbreeding and recycling of the same old ideas. 

Table 4.2.2.2 hows that a very low percentage (17.2%) feels to a great e tent that team are 
rewarded for achie ements 29.7% agree to a 1 s extent and 26.6% agree it to a moderate 
extent. It i clear from thi table that team rewards are either non-exi tent or in ufficient. 
The problem that may arise i that once individuals realise that it does not reward to play a 
team s role, they are likely to pursue their goals as individuals, thereby missing out on the 
synergies that associate with team working. It is a dangerou situation. 
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able 4.2.2. : 
recommendation 

Team are confident that the roanization ' iU a t on their 

Frequency % Valid % Cumulative % 

Not at all 9 13.6 13.8 13.8 
tro a less extent 15 22.7 23.1 36.9 
Moderate extent 23 34.8 35.4 72.3 
Great extent 16 24.2 24.6 96.9 
IVerv Great extent 2 3.0 3.1 100.0 
tTotal 65 98.5 100.0 
System 1 1.5 

66 100.0 

Table 4.2.1.3 shows that 35.4% of the r pondents to a moderate extent believe that teams 
are confident in the organization s ability to act on their recommendations while 24.6% 
belie e this is true to great extent. 23.1% only agree to ales extent. 

When teams are given tasks to perform and gi e recommendations and yet they do not 
believe that their recommendations will be valued or used they ha e no motivation to carry 
out these tasks diligently. 

This is not to imply that all groups ideas shouJd be adopted whole ale, it onJy mean that due 
consideration should be gi en and reasoning probed. 

(d) Organisational systems to capture and hare learnino 

Graph 4.2.2.4: My Organization help people get needed information quickly and 
easily. 
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Graph 4.2.2.4 hows that 37% agree to a great extent that the organization helps people get 
needed information while 34.8% agree to a moderate extent.! 0% agree to a less extent. 

Organisations with limited KM tools or tho e that have technology but limited skill will 
core lowly on this item. It would be helpful for such organi ation to ha e uch KM 

systems as Lotus notes supplier links etc. 
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Table 4.2.2.5 bows that 45.3% ofth r pondents percei e informati n bared during team 
rief: to be vital to a great extent.28% find thi vital to a cry great ext nt while I . % e 

it's vital to a moderate extent 

Table 4.2.2.6: 

Table 4.2.2.6 shows that 50% believe that the use of Company database contribute to a great 
extent in Knowledge managemnt.21.9% believe that this i o t a ery great ext nt. 
However 12.5% of the respondents believe its true to moderate and to a less extent 
r pecti ely. 
BAT has various database and bulletin where all new inti rmation i p ted and employee 
ace . Th e include country regional and global news. This aids information baring. 

abl 4.2.2.7: Free Internet acce 

that 34.4% feel that fr e internet a ce ha not been adequately 
contributi n in managing kno\i ledge i not there at all.12. ~% find th 
a ery great e tent. 

Intern t acce is nly provided to th who require using it in formal purchasing 
pr cedur through th electronic marketplace. Thi may explain why o many r pondent 
indicated it i not contributing to 
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Table 4.2.2. tion can mea ur ap of p r form n 

Table 4.2.2. h w that view of 3 .4% of the r sp nden i that, to a gr at tent the 
organization can mea ure gap betw en current and expected p rfi rrnance. 7.9% belie e 
this happen t a m derate e tent. 

It i important that organi ation d elop y tern le el m ur 
metric that link t actual p rfonnance and track change . 

f d ired p rn nnance 

Chart 4.2.2.9: 1 or anizatioo a ail it learnino to emplo c 
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Chart 4 .2.2.9 sh w that 7.9% feel that the organization a ail it learning t em pi yee t a 
great extent, 27 .3% belie e it's to a moderate extent 

KM is not only ab ut de eloping but at baring Knowledg within th rgani ati n al 
toring it for futur u ers. Organi ati ns therefore need t ha e y t m that identify what 

" orks and tber fore need t bared and pre erved. It is important that cc e are 
do umented and hared oth rwi e th r will b a duplication f failur , a ry exp nsi e 
affair. 

After Action re w tabli hment learning ceotr and communHi f practi e 
knowledge oetw rks share fair are s m trategi that organi ation can u e. 
BAT on its part has tabli hed a learning centre and conduc fter Action Re iew for 
mo t of it projects. 
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) Empo' erio peopJ . toward a coUecti e vi i n 

ble 4.2 .. 1: 

ccording to the table 4.2 .. l 34.8% agr that the organizati n r c gnize p pte t; r taking 

irntiati e 30.3% agr e to a moderate extent while the remaining p r entage 30.3% 
belie to at extent. 

B T has ' Freedom through responsibility as one of its guiding principle . Thi encourage 

initiati e taking long as one i r pon ible enough and i willing to be a untable fl r the 

deci ions taken. 

It i important that p pte are given the framework of what i required and th n left to w rk 

on the trategie t deli er. 

Table 4.2.3.2: es people choice 

Table 4.2.3.2 r veal that nly (-3. I% agree to a great extent that the rganizati n gi 
people choice in th ir ' ork a ignm nt a greater p rc ntage 41.5% agr t a mod rate 

extent and th oth r -9.2% fe J it's tru to a less extent. 

Thi impli ad gree ofinfl ibility in the way' ork i structured. Thi ituati n v ill inhi it 

design of wn w rk tern and al bl ck the ati faction and intrin ic m 
come with the same. Emplo e will b di couraged from thinking outside the 

up ' ith new and radical v ay of perfi nning the am job . 

Organizatio may at o ad pt flexible work arrangements uch a h me rking 

teleworking, plitting job ignm nt tc. 
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abl 4.2 .. 3: 
vi ion 

oroanization give people time to contribute t th ir r anization 

Frequency % Vahd % CumulalJVe % 

Not at all 3 4.5 4.5 4.5 
If o a less extent 13 19.7 19.7 24.2 
Moderate extent 24 36.4 36.4 60.6 
Great extent 25 37.9 37.9 98.5 
Very Great extent 1 1.5 1.5 100.0 
Total 66 100.0 100.0 

Table 4.2.3.3 how that 37.9% of the r pondents agree to a great t nt that the 
organization gi s people time to contribute to the organizations vision, 19.7% beli e it 
true to a le xtent while 36.4% agree to moderate xtent. 

Employe are l likely to contribute ery acti ely to a i ion they did n t particip t in it 
formation. A go d trategy i for organisations to adopt collaborative vi i ning uch future 
earch conference trategy focus task forces and etting trategic dir tion but n ouraging 

employ to int rpret direction and report back on choice . 

Table 4.2.3.4: y organization gi es people control o er re ource the n cd to 
accompli h their work 

Table 4.2.3.4 shows that 27.3% say its true to a great extent while 21.2% b lieve it s true to 
le extent.40.9% think it s true to a moderate extent. 

Table 4.2.3.5: M organization upport employees ' ho take calculated ri k 

Table 4.2.3. h w that 23.1% of the re pondents fe I that to a great extent that the 
organization upports empl y who take calculated ri k .27.7% agr it i to a less ext nt 
while 30. % beli e it happens tom derate extent. 

An er cautious culture impede experimentation and results in con ervativenes and ri k 
a ersion. This do not encourage proliferation of new ideas. Employe hould be 
encouraged t experiment with promi ing projects that are promising e en though tb e may 
be yet to be pr en. 
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f) onne tino the or anisation to i environm nt: 

ble 4.2.3.6: organization help emplo ·ee al oc ' ork od f mil • 

Table 4.2.3.6 how that 38.5% feel that to a moderate extent. th rganizati n help 
empl ye balance work and family. 29.2% and 20% of the r pondents b li ve thi happen 
to a great extent and I extent respectively. 

ork and family balance is an issue which has assumed significance in today s organi ation. 
ucb strategies as employee assistance programs referrals latchkey childr n hotline 

family lea benefit have been adopted. 

Table 4.2.3.7: M oroanization encourage people to think from a global pea· pecti e 

Table 4.2.3.7 h w that mo t of the rc p ndent (51.5%) belie e to a great extent that the 
organizati n encourage people to think from a global perspe tive while 25.8% and 13.6% 
b lie e thi i to am derate andale s xtent r pectively. 

Thi en: h lming agre ment is probably owed to the global nature of B T. Th company 
keep i empl yec awar ab ut the gl bal ffect on its busines especially with r pect to 
uch i u a th gl b I anti Toba Lobbyist etc. 

It al h d el p a robu t supply chain that thrive on synergies acr its untry 
ffices, gJ bal opp rtuniti creation of virtual project team and global infonnation 

re urc 
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able 4.2.3. : or anization encoura e veryon t rio th cu t m r ' " i ~ int 
the deci ion makioo proce 

Tabl 4.2.3. that majority of the resp ndent 51.5%) fe 1 that th rganizati n 
to bring the customers view into the decision-making. 

This probably is a result of BAT's well-articulated policy o f custom r t; cu . cenari 
planning to meet multiple cu tomer requirement is imbedded in th organi tion s day to 
day running. urveys are done to measure both internal and external customer atisfaction. 

Table 4.2.3. organization considers the impact of decision on emplo c morale 

Frequency % Valid %Cumulative % 

Not at all 5 7.6 7.7 7.7 
ITo a less extent 14 21.2 21 .5 29.2 
Moderate extent 29 43.9 44.6 73.8 
Great extent 15 22.7 23.1 96.9 
Verv Great extent 2 3.0 3.1 100.0 
Total 65 98.5 100.0 
Svstem 1 1.5 

66 100.0 

Table 4.2.3.9 sh w that 44.6% are of the iew that to a moderate e tent, the rganizati n 
on ide the im act of deci ion on employee morale while 21.5% ee it a true to a le 

extent. 

Organi ation which d n t n ider employee morale as imp rtant as ume that ernpl ye 
' ill imply fi 11 w orde anyway whether they are happy or not. 

BAT carri out regular organi ati nal climate/ employee opinion survey and foll w up 
~ ith action planning to enabl re p n e to identified opportunities for impro ement. 
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abl 4.2.4.1: 1 oroanization encour people to o t an ''er fr m cro the 
or an ization " h n ol ing pro lem 

that 34. % of the r pondents per i 
organizati n ncourag people to get answers from acr 
problems.33.3% feel this bapp n to a great extent. 

xtent, the 
rg nizati n h n lving 

This favourable r ponse probably reflects BAT s effort in breaking d wn functi nal silos 
and uch otb r mentalitie that di courage baring of infi nnati n a r th rgani ati nat 
boundaries such as turfism . 
To thj end, Bat ha an intranet ystem, bulletin board t am brief: all of which en ure that 
information is bared aero the organisation. 

o Pro idin trateoic leader hip for learning: 

Table 4.2.4.2: Tbi organization leader support request for learning opportunitie and 
training 

Table 4.2.4.2 h w that, 40% ee to a great extent that lead rs support reque t f4 r learning 
pportunities and training. further 26.2% agree to a moderate extent. 

Performance anagem nt in BAT allow development planning ession with team I ade . 
During the e i ns perfi rmance and de elopmental gaps are identified pr p al m de fl r 
rele ant ioterv ntio . J b kiiJ are continuou ly reviewed and updated . Empl yee are 
encouraged to take on str tch goal . 
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T bl 4.2.4. : ln thi or anization lead r hare up-to d t inform ti n " ith mpl y 

Frequency % Valid % CumulatiVe % 

Not at all 4 6.1 6.3 6.3 
ITo a less extent 11 16.7 17.2 23.4 -
Moderate extent 18 27.3 28.1 51.6 
(;reat extent 22 33.3 34.4 85.9 
~_ery Great extent 9 13.6 14.1 100.0 
iTotal 64 97.0 100.0 
System 2 3.0 

66 100.0 

Tabl 4.2.4.3 shows that 28% agree that to a moderate extent this happens. 34% ay it true 
to a great extent and the rest 17.2% think it s true only to a less extent. 

Employ h uld have information regarding the pr du t mark t p rn rmancc 
omp tltt n indu try trends tc if they are to make meaningfuJ contributi n in the deci i n 

affecting the bu ine . En ironmental scanning information hould be bared with them. 

rapb 4.2.4.4: Leader empower other to help carry the oroanizational i ion 
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Graph 4.2.4.4 indicat that 32.3% to a great extent agree that others ar emp w red by 
leaders to carry the organizational vi ion.33.8% believe it s true to a moderat e tent. 

Wh n employ e are not emp wered, they tend to c nfine their actions trictly v ithin the 
p d cri ed in their job . Thi imped imagination and enhances distrust. Oeci io are 

c ntrali cd and I w. peed to mark t i compromi ed. 

Organi ation need to empower their employe to make deci ions and only k appro al 
when implications are b yond certain 1imi . Thi requires that checks and balance areal o 
pr ent as n t to mpr mi e contr Is. 
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hart 4.2.4.5: L der men or and coach tho the. I d 

alid Perceotag 

2 
o ... tat all 
• oal 01111 

0 fodtnll t ttDC 

0 
• t 

Chart 4.2.4.5 bow that 41.5% of the respondents agr that to a m derate t nt lead r 
mentor and coach those they lead though 18.5% accept it s true only to a 1 
26% eli e to a great e tent 

Organi ation that emphasi e direction di cipline o er d elopment hardly have m nt ring 
program , or where present thi i re tricted to a cho n fc w. ompani h uld ncourage 
and reward leader v ho u e coaching and mentoring trategie . 
8 T ha included these in it c mpetency model. 

Table 4.2.4.6: Leader continually look for opportunitie to learn 

Frequency % Valid % Cumulative % 

Not at all 2 3.0 3.1 3.1 
To a less extent 8 12.1 12.5 15.6 
Moderate extent 17 25.8 26.6 42.2 
Great extent 30 45.5 46.9 89.1 
~ery Great extent 7 10.6 10.9 100.0 
[total 64 97.0 100.0 
§ystem 2 3.0 

66 100.0 

Table 4.-.4.6 h w that 46. % of re p ndents are of the iew that to a gr at e t nt leader 
c ntinually I k for pportuniti t Jeam26.6% belie e thi happen to am d rate extent. 

Thi high core probably underscore BAT s learning culture. Organisation who ore lowly 
n thi may be th e v ho do not ee alue in continual learning by leaders hence they d n t 

P" \ ide them the pportuniti . Th y expect that leaders ha e all the an ers and n t 
knowing i n idered failur . 

It w uJd be worthwhile to et a minimum time per year for leaning. Retreat fi r lead 
r " ard and r ogniti n y tern fi r learning could be om oftbe trategie to de el p. 
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Tabl 4.2.4.7: L ader en ure the or aniz tion acti n lu 

Tab! 4.2.4.7 hov s that 41.5% of the respondents feel that lead rs enure the rganizati 
actions are consistent with its alues.35.4% agree this i true to a moderate extent. 

It i important that leaders do as they say. It is difficult for employe t follow the value of 
lhe organisation when leaders themselv act incon istently to what they articulate. 
Organisations hould therefore ha e systems to examine if indeed leader acti n e.g. in 
promotion lections etc are con istent with the alues and policie e tabli hed. 

Chart 4.2.4.8: e of Computer shared drives 

Valid Percentages 
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Chart 4.2.4.8 how that 42.2% of there pondent belie e to a great extent that the of 
computer hared dri es contribute to knowledge management.31.3% believe thi i tru to a 
very great ext nt. 

Lnfl rmati n to be used b e eral p pie i stored in hared dri es from wher all eligible 
mpl yee can reach it. 
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H T R S: 

Ln thi chapter the con lusion from this study ar pre ent d. Findings of oth r tudi 
tdentified in the literature areal o mentioned. 

Recommendations are als put forward and areas for furth r r earch are identified. 

3.8 Summary and Conclusions 

The findings of this study in9,icate that majority of the employees who participated perceive 
the company to have embraced some knowledge management practices. Specifically they 
belie e that there has been promotion of inquiry and dialogue. They believe that that the 
employee gain capacity to listen and inquire into the vi w of others. Th organi ational 
culture allow questioning feedback and experimentation. This probably explain why 
62.4% belie e that people openly discu mistakes in order to learn from them. 

Employees also perceive that Team learning and collab ration is encouraged within BAT. 
Thi involves designing work so as to allow group to acce s different mode for thinking. 
Group learn together and work together: collaboration i valued by the culture and 
rewarded. Over 80% of all respondents indicate that they perceive the company to be letting 
team free to adopt their own goal as ne ded. This i o erwhelming implication that team 
are allowed the latitude to re think their mandate depending on new circum tance or 
information. 

The tudy al o suggests that BAT has created sy tern to capture and hare learning. 
Technology sy tems to share learning are created and integrated with work· acce provided· 

stems are maintained. Over 60% agree that to great extent BAT has atisfactorily created a 
t\ o way communication proce the databases are updated and Je: ons are availed to 
empl yee. According to Mar ick and Watkins (1999) learning occurs when ideas and 
information are acces ible to individuals acros the organization that can hare, discuss and 
use them con tructing new knowledge in the process. The technology become a t ol for the 
rganization by capturing the learning that ccurs and facilitating haring it with others. 

BAT run a learning centre compl te with reference material journals and Internet ace 

The organisation empower people toward a collective vision. People are in ol ed in etting 
owning and implementing a joint vision· r p osibility i di tributed clo e to decision 
making o that people are motivated to learn toward what they are held accountable to do. 

The organi ation connect with its en ironment. People are helped to ee the effect of their 
work on the entire enterprise· people can the environment and u e information to adjust 
work practices; the organization is linked to its communities. 

From the study it is apparent the employee p rceive that Briti h American tobacco ba by 
and large managed its knowledge re ource both in terms of capturing and storing the arne. 
The variou method of knowledge torage u ed include use of electronic databases team 
brief ideotapes and Computer shared dri e . Free Internet access howe er cored lowly. 
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Thi c uld be attributed to the fact that at the time of nducting re arch Int met ace had 
een r stricted. 

The emplo ee a1 o perceive that the company bas orne ar as of impr ement e peciaJiy it 
ysterns to measure gaps betw en current and expect pem rman e. The c mpany need t 

develop sy tern- level measure of de ired performanc metric than link to p rn nnan and 
track changes. This is in hannony with the finding of Miguel (2003 ). 

Other ways to help in harnessing knowledge would be baring and dis i n of ideas at 
informal gatherings regular meeting etc. These would help emb d transfer of tacit 
knowledge. 

3.9 Recommendations 

BAT could improve its Knowledge management practices by making deliberate effort which 
would include appointment of a company knowledge Manager whose role would be to build 
hannels of knowledge creation distribution and storage. Tbi would be the ultimate 

recognition that Knowledge Management forms a significant basis of the company s 
competitive advantage. 

5.3 Suggestions for Future Research 

~ore re earch is needed to establish: 

1. The employee perception of Knowledge management practices in oth r multinational 

comparue. 

2. The relationship between Knowledge management practices and c mpetitive advantage in 

other multinational companies. 

3. The Link and role of Information Technology in Knowledge management and competiti e 

advantage. 
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APPE IX: QUE TIO IRE 

Kindly an wer the following question to help fulfil the objecti e ofthi tudy. Y ur 

answers will remain anonymous and strictly confidential. Thanks in ad ance fi r y ur time. 

PART A: 

I. arne of department -------------------------------

2. Current Job Title ----------------------------------

3. Job Category(Tick one) Management ( ) on Management ( ) 

4. Length of service Below 5 ( ) 6- 10 ) 11- 15( ) 16-20 ( ) Abo e 20 ( ) 

5. Age Belo\ 25 ( ) 26-30 ( ) 31- 35( ) 36-40 ( ) Above 40 ( 

6. Gender: Male ( ) Female ( ) 

7. Education :Primary Education ( ) 

Post secondary Certificate ( ) 

Undergraduate degree ( ) 

Others (Specify) -------

PART B: 

Secondary Education ( ) 

Diploma ( ) 

Postgraduate degree ( ) 

For questions in the following sections you are requested to mark with an X the degree to 

which you agree with the statement 

Example 

Example: In tills example if you believe that leader often look for opportunitie to learn 

you might score this as a four [ 4] by marking X in the 4 column. There are not right or wrong 

answers. We are intere ted in your perception of where things are at this time. 

The cores indicate the extent to which you agree with the statement according to the key 

below: 

1 = ot at all 2- To a less extent 3= Moderate extent 4 = Great extent 5= Very great 

extent 
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ecti n reation of ontinuou earnin Opportunitie 

ue tion Almo 'ev r mot \l~a) 

l 2 3 14 5 

I. In my organizati n. lea de continually lo k for 

opportunities to learn 

2. In my organi ation, proper handing over of vital 

information occurs during transition 

3. Change ofTop leadership (e.g. Heads of department and 

director ) does not lead to any noticeable change in 

management practices e.g. people leadership focus 

4. The organisation has an updated databa e of important 

information 

5. In this organization people openly discuss mistake in 

order to learn from them 

6. In my organization, people identify skills they need for 

future work tasks. 

7. In my organization, people help each other learn. 

8. In my organization people can get money and other 

resources to support their learning. 

9. In my organization, people are given time to support 

learning. 

l 0. 1n my organization. people view problems in their work 

as an opportunity to learn. 

11. In my organization people are rewarded for learning. 
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E 10 8: lnqui and dialo ue 

mot never lm t alw 

I 2 3 4 

12. In my rganization, p pie give op n and hon l 

feedba k to ea h other. 

13. In my organization. pe pte listen to others' iews before 

peaking. 

14. In my organization, people are encouraged to ask "'why" 1 

regard] of rank. 

I - . In my organization, when ver people tate their view 

th y al o a k what others think 

16. In my organization, p ple treat each oth r with re pect 

17. In my organization. pe ple pend time building trust \ ith 

each other. 

' 
Collaboration and Team learning 

AJmo t never Almo t alwa 

1 2 3 4 5 

18. In my organization, team/groups have the freedom to 

adapt their goal as needed. 

19. In my organization, team /group treat member a 

equals regardl of rank, culture, or other differences. 

20. In my organization teams/group focus b th on the 

group ta k and on how well the group is working 

I 21. In my rganization, teams/groups revi e their thinking a 

a re ult of group di cus ions or information collected. 

I 
2_. In my organization teams/group are rewarded for their 

acbievem nt as a team/group. 

23. ln my organization, teams/group are confident that the 

organizati n will act on their recommendation . 
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D: tent to captur I arnin 

- 4. My organizatJ 

regular ba i 

two-way c rnmunication on a 

u h a ugg tt n y t m , ele tronic 

bulletin ards, r hal pen meeting . 

rganization enabl people to get n ed 

infi rmati nat any time quickJy and ea ily. 

maintains an up-to-date database of I 
27. 

b tween current and expected p rformance. 

2 y organization make 

the result of the time and 

re urce ent on training. 

E: E mpowerment of people 

Almo t never 

I 2 

0. My organization recognize people for talci.ng initiative 

3 1. My organizati n gi e people choice in their work 

ignments. 

32. My organization give p pie time to contribute to the 

organization s vi ion. 

33. My organization gtves pe pie control over the re urc 

they need to accomplish their work. 

4. My organization upport employees who take calculated 

riks 

35. My organization builds alignment of vision a ros 

different level and work groups. 

AJmo t aha · 

3 4 5 
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F: onne t to the or ani ation 

Alm t never Aim t al 

I 2 3 14 I 
36. M: rganizati n hlp mploy 

~ 

balance w rk and 

family. 

37. My organi7..ati n n urag p pie to think from a 

global perspecti c. 

38. My organization enc urage veryone to bring the I 

customers ie into the decisi n making proce 
I 

39. My organization consid the impact of deci ions on 

employee morale. 

40. My organization work together with the outside 

community to meet mutual needs. 

4 1. My organizati n enc uragc people to get answers from 

acr sthe rganization when olving problems. 

G: trate · c leader hip for learning 

Almo t never lmo t ah ay 

I 2 3 4 5 

42. In thi Organi ation lead rs support reque t for learning 

opportunities and training 

4 . In lhi Organisation leaders bare up·to date information 

with empl ee about competitors. indu try trends and 

rgani ati oal directions I 

44. Leaders empm er othe to help carry out the 1 

organisation s is ion 

45. Leaders mentor and coach tho e they lead 

46. eaders c ntinually look for opportunities to learn 

4 7. Leaders ensure the organisations actions ar coni tent 

with it value 
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H: To' bate tent do you belie e that the follo' in l tem do contribut t 

knowledg management within 8 

1 2 3 4 5 

48. Infi nn ti n hared during T am brief1 
i- t--

4 . e of Company database 

0. Po Training cou e rep rt 

51. Free lnt met acces 

52. Employ nsultati n 

53. Team meetings minute 

54. Use ofC mputer hared dri 
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