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ABSTRACT

Knowledge management (KM) is an effort to increaseful knowledge within the
organization by encouraging proper creation, codifon, usage, sharing and storage of
information within organization and communitiespoéctice. Issues on county institutions to
be competitive in the knowledge economy and credtective and decision, they must
effectively manage their knowledge assets. Unfatelly, most counties and organizations at
large don’t adequately leverage on their knowledge to lack of a systematic and well
coordinated approach to managing their knowledgeag@ment practices (KMP). The aim
of this study was to assess the level of knowledggnagement practices in county
institutions and propose strategies to enhanceptheesses in regard Nairobi and Embu
county governments. The specific objectives of #tedy were to: Examine level of
knowledge management practices ; establish thestgbeknowledge management tools;
assess the competences of information professiofiald out the challenges facing
knowledge management practices; Propose possihlgoss to knowledge management at
Nairobi and Embu county governments. The study omparative study, which utilized
gualitative research methodology. The sample saestduted of 266 respondents drawn
from Nairobi and Embu county governments. Purposampling technique was used to
select respondents from the two counties, thisuoes$ the county secretary, head of
departments and key informants were drawn fromcthenties. Data was collected with the
aid of a semi-structured interview schedule and-adhinistered questionnaires. Data
presentation is mainly descriptive while analysls@ed the thematic analysis approach. Key
findings of the study show that respondents in &aiCounty were not aware of knowledge
management principles and practices at the Naf@ahinty while others indicated that they
were knowledgeable. Knowledge management toolsldhsupport the goals of knowledge
management initiatives. These tools will assistinformation development, storage and
access as well as facilitate knowledge transfer stmting. On competencies and skills,
knowledge competencies are critical to performaridee study recommends that County
institutions should engage a serious knowledge ebemge among its staff members. The
study also recommends that both Nairobi and Embun@oGovernments should adopt
knowledge management practices and principles Ve leffective and efficient delivery of
services. In addition, both counties should adbptusage of knowledge management tools
as enablers to sustain and improve the performartoe.study further recommends that to
overcome the barriers to knowledge management we ka move away from the silo
mentality to a knowledge-sharing culture. The studgommended that communities of
practice should be voluntary but recognized andarded by the organization.
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CHAPTER ONE
INTRODUCTION

1.0 Introduction

This chapter provides an introduction and backgdonformation about the study. In
addition, the chapter presents the statement opitblelem, objectives of the study,
research questions, significance, scope and liomst of the study. Finally,
operational definitions of terms are provided a#l a®abbreviations and acronyms.

1.1 Background to the Study

Organizations have adopted and implemented knowledgnagement practices in
order to promote effective and efficient deliverfyservices to the public. Studies in
developed countries indicate an increased trendarisvknowledge management
practices in organizations. the last 15-20 yearss@r a distinct field called

“knowledge management” has emerged (King 2009). Wkedge management is
meant to achieve breakthrough in business perfaamahrough the synergy of
people, processes, and technology ( Liew 2007:1RBApbwledge management is
based on the premise that, just as human beingurakle to draw on the full

potential of the brains, organizations are gengralbt able to fully utilize the

knowledge that they possess.

Cong and Pandya (2003:31) says that knowledge reamag has three components
namely, people, processes and technology. Knowletiygagement gurus are of the
view that knowledge management is composed of %nblogy, 20% of process

and 70% of people/cultural components. This implieat people are the most
important, as knowledge Management is a peopledbesecept. Cong and Pandya
concur that the success of KM initiatives dependp@ople’s motivation, willingness

to share, skills, teamwork among others. This delmdhat the organizational culture

is right for knowledge management

These processes entail strategic management ofaheus stages of knowledge
management processes as indicated by various aufheask, 2008:2). Processes
enhance how knowledge flows in the organizatiorthfielogy is the final component

of knowledge management, and is usually miscondei@e the most important



knowledge management component. Knowledge Managenm&nnot about
technology, on the contrary, technology should bapleyed to fit in the
organization’s people and processes, and otheitws# not be used. Technology is
an enabler that helps people connect with othemsedisas with information but it's
not the solution to KM. For successful KM implemegmin, it's important to adopt
integrated or proportionate approach focusing @ndtitical components of people,
processes and technology (Leask 2008:2).

Knowledge Management efforts typically focus onamrigational objectives such as
improved performance, competitive advantage, intiomasharing of lessons learned,
and continuous improvement of the organization. Wledge management can help
individuals and groups to share valuable orgaromatinsight to reduce work

redundancy, avoid reinventing the wheel per sepaedtraining time for new

employees, retain intellectual capital as employegsover is experienced in an
organization, and to adapt to changing environmemd markets (Mutula and
Wamukolya, 2007).

In the African context, knowledge management regresdeliberate and systematic
approach to ensure the proper management of knge/exkpertise, and experience,
among others in order to create more efficient wgion. Knowledge management
as a practice has since been embraced in bothtgraral public sectors in Africa.

Knowledge management use is also entrenched in too#th and urban localities.

Despite its rapid acceptance, most observers djobelieve that much is yet to be
accomplished (Leask, 2008:3).

In South Africa studies indicate that knowledge agament is fairly well
institutionalized in the South African industry fu¢er, 2007). In addition, another
study in a South African province found that, dietorganizations approached
knowledge management implicitly through knowledgenagement related practices.
(Mbhalati 2010:2). Furthermore, adoption of knovwgedmanagement in Africa is
evidenced by the publication of United Cities amatdl Government (ULA,2013).

Within the Kenyan context, Mutula and Wamukolya 2P acknowledge that,
knowledge Management plays key role in public seaforms such as e-government
implementation. Knowledge management is also usefuthe restructuring and

improvement of internal management and administgirocesses in the government.



These processes include; policy formulation: cogatof partnerships involving
agencies at different levels of government: reesgimg of major public sector
systems such as health, justice, land, educatioongnothers. Similarly reforms
include, fostering of digital democracy, involveneri citizens in governance and
promotion of e-commerce by enabling private settioengage with the government
electronically. A number of different authors has@ntributed perspectives on the

nature of knowledge management.

Mosoti and Masheka (2010:129), assert that dedpiée existing literature on
knowledge management, no research on the KM peacticorganizations in Nairobi-
Kenya had been done. Findings reveal that no relsear knowledge management
practices has been done within Kenyan counties.t Mbshe challenges faced by
organizations particularly in Nairobi are how teeate and implement knowledge
management practices as part of organizationalireyltorganizational strategy and

organizational leadership.

Furthermore, some organizations in the countryusid knowledge management to
some extent. Knowledge management Practices thqugbticed, was not well
understood by most organizations, not withstandhgjr use of technology (web,
internet, and telephone) and lack synergy with o#mabling factors (organizational
culture, organizational strategy and organizatioriebdership, (Mosoti and
Masheka,2010:117). Findings also reveal that, kadgé management did not favor
organizations through capturing tacit knowledgeansforming it into explicit
knowledge.

Most of the challenges faced by organizations inrd¥& such as organizational
culture, organizational strategy and organizatideadership can be overcome by
effectively implementing capacity development @tites on KMP. However
knowledge management is getting the right infororato the right people at the right
time and helping people create knowledge, shareaahdipon information in ways
that will measurably improve their performance (Yearet al 2006:107).



1.1.1 Nairobi City County

City Council of Nairobi (CCN) was set up in 1958 deliver services to the residents
of Nairobi and maintain the City status of NairoBICN derived its legal mandate
from the Local Government Act (Cap 265) of the Ladfi&kenya amongst other Acts
of Parliament that augment its diverse core fumstiand priorities (CCN Handbook,
2007). These priorities are contained in varioukcp@and planning documents such
as the National Development Plans, Poverty Redu@ioategy Paper and Economic
Recovery Strategy (ERS) for Wealth and Employmeea@on, Kenya’s Vision 2030
and Millennium Development Goals (MDG’s) in the ¢pterm (CCN Handbook,
2007).

With the current Constitution of 2013, the Nairdbounty governments have been
established under the Urban Areas and Cities Ac@fl. Nairobi County is
mandated to provide and manage basic social ansigahynfrastructure services to
the residents of Nairobi. These services includsicbaducation, housing, health,
water and sewerage, refuse and garbage collegli@mming and development control,
urban public transport and fire services amongrstf€CN Handbook, 2007). The
county has several departments, each with welhddfroles and has been collapsed
to Ten (10) Sectors.

1.1.2 Embu County

Embu County is a largely metropolitan area thatuides former Eastern province
headquarters. The County occupies an area of X@®3and includes the following

constituencies; Manyatta, Runyenjes, Mbeere NanthMbeere South. The residents
of Embu are mainly from an Embu or Mbeere ethnimtkground Embu County's
population is estimated to be at 543,221 persorit, 267,609 male and 275,612
female, with an estimated annual growth rate ofgeitent (Kenya Population and
Housing Census, 2009). The County is in the fstalges of connecting all sub-
county headquarters with fibre optic connectivihdgutting up digital villages and

hot spots. This will largely boost the economy ohliti County by opening up the
Local and International markets for all stakehatdespecially for farmers to sell

agricultural produce online.



1.2 Statement of the Problem

From the introduction, there is evidence to denraiestthat organizations have
adopted and implemented knowledge management ¢eactn order to promote

effective and efficient delivery of service to thaeblic across the globe. Knowledge
management is meant to achieve breakthrough iméssiperformance involving the
people, processes and technology, the purpose oWlgdge management is to
support decision making and practices. For effectivanagement of knowledge,
human and experience by provision of informatioacpsses and technology helps
the organizations achieve their ultimate goaldally. Knowledge management has

three components; people, processes and technology.

There is evidence that technology solution playasteon the management of
information though is an enabler to effective knesige management. The process is
the next aid and people are the most importantnasvkedge management is people
based concept organization culture needs to be faghknowledge management.
Processes must entail the strategic managemerggses How knowledge flows in
organization. Technology should be employed tanfithe organization, people and
processes. Technology is an enabler that helpslgp¢émmonnect with others as well
as with information but it is not a solution forceessful knowledge management
implementation. It is important to adopt an integdaapproach focusing on the
critical component of people, process and technoldghowledge management
focuses on the achievement of organization objestisuch as improvement of
performance, gaining a competitive, advantage, vation, sharing of lesson learnt

and continuous improvement of the organization.

In African knowledge management represents as efelie and systematic approach
to ensure the proper management of knowledge eseeamd experience. Knowledge

management as a practice has been enhanced iprbatte and public.

1.4 Purpose of the Study
The purpose of this study was to assess level oWvladge management practices in
county institutions and propose strategies to ecddhe processes with regard to

Nairobi and Embu county governments.



1.4 Objectives of the Study
The Objectives of the study included to;

1. Examine level of knowledge management practicedNatobi and Embu
county governments.

2. Establish the types of knowledge management ioalse at the Nairobi and
Embu county governments

3. Assess the competencies of information professsoatlNairobi and Embu
county governments

4. Find out the challenges facing knowledge managémpeactices in Nairobi
and Embu county governments

5. Propose possible solution to knowledge managemeitaaobi and Embu

county governments.

1.5 Research Questions

The following research questions were used in tingys

1. Does the Nairobi and Embu county governments haveowkedge

Management Principles and practices in place?

2. What types of knowledge management tools are inaiste Nairobi and
Embu County governments?

3. What are the competencies of information profesd®omt the Nairobi and
Embu County governments?

4. What are the challenges facing Nairobi and EmbunBogovernments?

5. Which preferred solutions to knowledge managemeablpms would you

suggest at Nairobi and Embu County governments?

1.6 Assumptions of the Study
The study was based on the following assumptions;

1. Most county institutions do not appreciate the galof knowledge
management practices due to inadequate undersgaoélins principles and
practices.

2. County institutions lack well developed knowledgamagement systems to

ensure effective and efficient service delivery.



3. County institutions have inadequate skills and eowmareness of information
communication technologies (ICTs) as enablers ofltedge management.

1.7 Scope of the Study

The study is a comparative study focusing on Nairabd Embu County
governments. As such, it covered possible impheetiof knowledge management
practices in county governments. The respondemtiNairobi County included
officers in the office of county secretary, chidficer of the county, and heads of
departments. In Embu County the respondents indlikde heads of administration
department. Study also included key informants drafrom the top
management/representatives, senior Records offaetsstaff in the ICT center who
are involved in one way or another in informatiord &nowledge management. The
top management and representative were expectedaib information on policy

issues relating to KM.

1.8 Limitations of the Study
The study is concerned with knowledge managemeattipes in the County
Institutions, with particular reference to Nairand Embu County Governments. In

addition the study touches on issues of administrah the County Institutions.

1.9 Significance of the Study

The study forms a baseline upon which decisionlmmade to address challenges
facing county institutions which there is alreadydence of problems associated with
lack of efficient and effective synchrony of teclogy, persons and information
management in county institutions, his study seeksovide an in depth insight into
knowledge management practices. The empirical oditpon this study therefore was
to be benefit administrator of the County Instias and their stakeholders currently
affected by the existing deficit. Specifically, ¢hstudy will be useful to policy makers
and the political arm of the Counties in includmgmbers of County Assemblies and
the County Executive Committee in the developmenkmwledge management

policy and strategy.
1.9.1 Justification of the study

The proposed km framework/model as an establisbgaltrof this study will be well

informed and as such will be useful in addressthg existing knowledge



management challenges in the County governmeamtddtter operationalization of
its management functions It is also expected the study will contribute
significantly to the discussion on knowledge mamaget among stakeholders at
Nairobi and Embu County governments Headquarterd #at it will create
awareness of the key role played by KM for sustamaompetitive advantage in the
County.

1.10 Operational terms

Communities of Practice

People working together towards a common purpodeuanally connected through a

common language and set of goals (Reneker and &ur2000)Culture

Combination of organization history, shared experg group expectations unwritten
or tacit rules, ethics, and social interactiong #ffect the behavior of everyone in the
organization. Term that encompasses the valuegudats and behaviors of

organizations.
Explicit knowledge:

It is the formal, recording, systematic and easy wwacommunicate in the hard data
or codified procedures, rules, organizational arefi principles and can be easily

assessed, transmitted, or stored in computertided copy.
Knowledge:

This is as a result of learning; It is the interpation of information, data, and
experience. Collins English Dictionary defines kihedge as the facts, feelings or

experiences known by a person or group of people
Knowledge management

Discipline that promotes integrated and collabeeaapproach to the process of

information creation, capture, organization, ac@ssuse.
Knowledge sharing

Process of voluntary act of making available toecdh This should be distinguished
from reporting, which is involuntary exchange dibirmation/ knowledge on a routine

structured basis,



Knowledge Creation

Process that results in new knowledge, or orgargcme®nt knowledge in new ways

to make techniques to use existing knowledge.
Tactic Knowledge

Knowledge is characterized as being tacit or exXplhotwithstanding some issues
over the exactness of definitions. Internal infation, thought processes,
experiences and accumulated knowledge (know-hovid kethin the minds of

individuals.
Knowledge Flow.

It is the way knowledge travels, grows and is stoinowledge flows up and down
from management, within circles of sharing suchshared interests between staff
performing similar of complementary roles, througlanning, investigation, and
training; and through common sources such as booksorts, data bases of

knowledge bases
1.10.Summary

The chapter provides the introduction and backgiaonthe study. The chapter also
presents background information to Nairobi and Eminunty governments;
Statement of the problem; aim and objectives of shaly; research questions;
assumptions and scope of the study; limitations sigdificances; justification and

definition of operational terms.



CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This section focuses on a number of issues dirgethted to the area under study.
Issues central to the debate include global stEtkaowledge management practices,
county institutions principles on knowledge managetpractices, case studies, types
of tools of knowledge management in county ingting, competences of knowledge
information managers, challenges and the knowlegige The review is organized
from an international perspective to the natiorsgle&t and guided by the research
guestions and objectives of the study.

2.2 Knowledge Management

Africa is termed as the Knowledge Society (OndarM&ishi-Majanja, 2007:107).
Drucker contends that the basic economic sourédrina would no longer be capital
or natural resources or even labor but knowledg¢és means that Africa is endowed
with Indigenous Knowledge (IK) that is needed tgotoae, share and transfer
knowledge. Indigenous knowledge is defined as dloallknowledge that is unique to
a given culture or society and forms the basislémision making within communities
(Ndugo et al,(2007:111). The drive to manage kndgdein African culture is
characterized by old African proverb that stateéirca, when an old man dies, the
entire library is burnt. There is need for Africa ¢apture indigenous knowledge,
share and transfer it by networking between coesitftlectronic networks have been
developed to foster connections across varying tiaies and create a knowledge
bank that links expertise with demand. Among thewiedge bank is knowledge
management Africa (KMA) which has become knowledgmgine that drives
appropriate development solutions for Africa, (Bamyi, 2007:117).

Benhenyi continues to note that the mission of KidAo promote the use of Africa's
collective knowledge as a key development resoanceestablish KM platforms that
can create access to existing networks and fdeilifae sharing and utilization of
knowledge across all sectors. KMA organizes bidno@nferences in different

countries to boost the implementation of KM in A#i
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The Global Development Network (GDNet) organizesowes workshops in Africa,
for knowledge sharing for development. The workshtgrget the following three
objectives: Firstly share experience - explore agea of tools for research
communications and knowledge sharing. Secondly mesetarch communication and
knowledge sharing challenges — identify practicalusons and insights. Finally,
build relationships among professionals with similmterests in research,

communication and knowledge sharing.

AMREEF is a similar organization in Africa that repozes knowledge as valuable
resource that deserves to be consciously captu@dnanaged to facilitate sharing of
experiences and lessons learnt from different wognes both internally and
externally. The African Medical and Research Fotinda (AMREF) is an

organization operating seven country programmesKa@émya, Uganda, Ethiopia,
Somalia, Tanzania, South Sudan, and South Afriagh W headquarters in Nairobi-
Kenya, AMREF works though Africa’'s communities, hlea systems and

governments, generating and applying knowledgedbaatributes to closing the gaps
that prevent people from exercising their basidtritp health (Ireri & Wairagu,

2007:112). AMREF's strategy is to facilitate thevelepment of innovative models

for community participation in the improvement afatth.

2.3 Knowledge Management Tools

Alexander (2008:3) argues that Knowledge Managertemitnology can be divided

into the following general categories:

2.3.1 Groupware

Groupware refers to technologies that facilitatdlaboration and sharing of
organizational information. One of the earliest weuccessful products in this
category was Lotus Notes. Notes provided toolstHoeaded discussions, sharing of

documents, and organization wide email.

2.3.2 Workflow

Workflow tools allow the representation of processessociated with the creation,

use, and maintenance of organizational knowled¢@rkflow system can do things
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such as send notifications to appropriate supawigten a new document has been
produced and is waiting their approval ( Alexan@&(08:3)

2.3.3 Content/Document Management

Alexander (2008:4) quickly say that content/documpranagement systems are
systems designed to automate the process of aqgeab content and/or documents
within an organization. The various roles requireddocument management such as
editors, graphic designers, writers, and producars be explicitly modeled along
with the various tasks in the process and validatigteria for moving from one step
to another. All this information can be used tooaudte and control the process.
Commercial vendors of these tools started eithertoads to primarily support
documents (e.g., Documentum) or as tools desigoesupport web content (e.g.,
Interwoven) but as the Internet grew these funstiorerged and most vendors now
perform both functions, management of web conteml @f documents. As
organizations adopted more and more within Intaetd Extranets, the distinction

between the two essentially went away.

2.3.4 Enterprise Portals

Enterprise Portals are web sites that aggregaternmation across the entire

organization or for groups within the organizatgucth as project teams.

2.3.5 e-Learning

Alexander (2008:4) opines that e-Learning technplexgables organizations to create
customized training and education software. Thisinalude lesson plans, monitoring
progress against learning goals, online classes,Eetearning technology enables
organizations to significantly reduce the costraining and educating their members.
As with most KM technology in the business worldstiwas most useful for

companies that employ knowledge workers; highlyned staff with areas of deep
expertise such as the staff of a consulting firoctSfirms spend a significant amount
on educating their employees and even have their ioternal schools that are run

full-time as well as internal education staff.
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2.3.6 Scheduling and planning

Scheduling and planning tools automate the creadod maintenance of an
organization's schedule: scheduling meetings, yingfpeople of a meeting, etc. An
example of a well known scheduling tool is MicrasOutlook. The planning aspect
can integrate with project management tools suchliasosoft Project. Some of the
earliest successful uses of KM technology in theiness world was the development
of an n online versions of the corporate "yellowggs!, listing contact information
and relevant knowledge and work history (Alexariziz08:4)

2.3.7 Telepresence

Telepresence technology enables individuals to haseal meetings rather than

having to be in the same place. Videoconferena@rige most obvious example.

One of the most important trends in knowledge mamnemnt technology was the
adoption of Internet standards. Original knowledgmagement technology products
such as Lotus Notes defined their own proprietamynfts for email, documents,
forms, etc. The explosive growth of the Internedbwvédr most vendors to abandon
proprietary formats and adopt Internet formats sastHTML, HTTP, and XML. In
addition, open source and freeware tools for theatan of blogs and wikis now
enable capabilities that used to require expensivemercial tools to be available for
little or no cost. One of the most important ongpdevelopments in KM technology
is adoption of tools that enable organizations twkwat the semantic levellany of
these tools are being developed as part of the ®em&eb. (Alexander 2008:4)

2.3.8 Tacit knowledge.

Chris (2013:4) Tacit knowledge is believed to be thxpertise a professional
possesses and utilizes whenever needed. One abiy explain it and if necessary
write down. For example, a classifier can lucidkplain the rule of classification, and
write it down. Following which an inexperienced sddier will be able to classify a
book. Initially, s/he will take time for the jobnd gradually s/he will pick up speed.
On the other hand, a tea tester tests tea and gnadrips of tea as excellent, very

god, good, fair, bad and very bad, according togitality. Now, it will be very
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difficult for the taster to neither explain nor t@idown how s/he has decided the
quality of tea as excellent or bad. This is inespiiele tacit knowledge. Take another
example, with the basic ingredients of milk and asug cook demonstrates to a
layperson how a rosogolla is made. The methodotagyalso be written down. When
the layperson tries to prepare the rosogolla falhgwhe same method, the sweetmeat
does not become so tasty. Here lies the tacit kedyd of the experienced cook,

which has been developed through years of expetatien and experience.

Undeniably, the tacit knowledge of the employeeansasset to an organization and
its proper utilization and nurturing is a good exdnof knowledge management.
Moreover, the case descriptions of highly succésgfojects usually include ‘a
statement of the problem being solved, the circants that are relevant to the case,
the steps the expert goes through in the solutbrise problem, the specification of
useful data and information relevant to the exercend the outcome’ (Blair 2002:
1025). These case descriptions form a firm bas¢himestablishment of a set of best
practices which often serve as a benchmark for emmg the quality expected of
practicing experts (Blair 2002). Collection of ‘gbgractices’ is an important

component of knowledge management.

2.4 Technologies for knowledge management

Mairer, (2007) Much of knowledge resides in docutaeas well as in the brains of
experts. Retrieving necessary information from sachmultitude of sources is
undeniably a daunting task. Fortunately, Data Bds@magement System (DBMS)
developed by Oracle, International Business Mach{ii@M) and informix can cope
with efficiently with a wide variety of informatiormedia to retrieve desired

information.

The advent of internet, World Wide Web, high bardttvi communication
technology, Transmission Control/ Internet ProtoqdICP/IP) communication
protocol, digital networks like Integrated Servidegital Network (ISDN) and Data
Set Level (DSL); multimedia mark-up languages |iMgpertext Markup Language
(HTMLK) and XML have added unimaginable dimensiorkhowledge management.
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Now, we can think of managing knowledge on a globahle. A multinational
company may have branches all over the world viittusands of employees working
in them. Managing the knowledge of the company dyin files, blue prints,
drawings, variety of reports, books and other @held documents, press clippings,
data sheets, human brains, and so on was unthenkatb decades ago. This huge
guantum of knowledge can now be managed by stthiem in databases, and getting

the databases connected through internet or inttrane

As far as storing is concerned, there is no proldsmuch. A single Dewey Decimal
Classification (DDC) can store information scattere thousands of sources. The
problem still exists with the retrieval of inforn@t. Today in most cases we try to
retrieve information using words which almost irgbty yield huge amount of
garbage any a time hiding the required informatibime retrieval mechanism is yet
raw and requires a great deal of sophistication.

2.5 Competencies of knowledge management

Prerequisites of knowledge expertise, knowledgepimgp management comprise of

sharing. Knowledge workers and value creation. ¢Nioo,2008)

2.5.1 Hiring expertise

Noordin (2008)In an organization each person pa

eSes0me expertise. For example,
in a library one may be an expert in classificatianother in cataloguing, the third
person in computer application and so on. Whenva person joins a post, in many
cases s/he may be totally fresh from the univerisie mil experience. In such a case
the new entrant may require the help of his/heiosgnwho are experts in their
respective areas. Here comes the question of gharpertise. If the seniors share
their expertise with the new entrant, then s/hd pitk up his/her job fast, his/her
productivity will improve, and gradually s/he wallso turn in to an expert. On the
other hand, if the senior does not share his/hewletdge with the new entrant, s/he
at a time may commit a mistake, and obviously tekKe time to learn his/her job. It
will not be beneficial to the organization. A cultuof expertise sharing should be

developed in an organization, failure to which ¢inganization will suffer.
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2.5.2 Knowledge mapping
No two individuals possess exact equal knowledgéevh people in an organization
may have equal qualifications and experience len their knowledge will not be the
same. Hence knowledge mapping of every employeeomsidered so important.
While mapping knowledge, apart from listing the éoypes, consider their specific
problem solving capacities.

2.5.3 Knowledge workers

A knowledge worker is ‘a member of the organizatwamo uses knowledge to be a
more productive worker. These workers use all viaseof knowledge in the
performance of their regular business activitiegerlfone, who uses any form of
recorded knowledge, is a ‘knowledge worker’ (Eaitkl_2005). These definitions
provide a clear understanding of the concept obvidedge worker’.

The first definition is more elaborate and bettertfays a knowledge worker. It says
a knowledge worker uses ‘knowledge’ which belongdis/her and acquires some
more from other sources like WWW and other experts.

The second part of the definition mentions thatwdedge workers use ‘all varieties
of knowledge’s, i.e. knowledge which is recordeddmcuments or websites in the
form of data or information, tacit knowledge of twerker herself, and also of other
experts of the trade. To be successful knowledg&evps/he should have the ability
to pick up from the bewildering multitude of infoation sources the information that
is authentic and validated. Otherwise anytime sihg slip in to a pitfall.

2.5.4Value creation

Earthlink (2005)One of the most desired goals obwedge management in an
organization should be value creation within thgamization. This value does not
necessarily mean the economic value. Philanthraqganizations, government bodies
etc do not create economic vales. Value creatiodinsctly related to providing
support to effective decision-making.

2.6 Challenges of Knowledge Management
Malhotra ,(2004) Major challenges of knowledge management relatideosharing

and attainment of expertise, handling tacit knowtedegal issues
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2.6.1 Lack of expertise sharing

Malhotra (2004) continues The sharing of experfisgters friendship, generates
amicable relations, promotes cooperation and cseateongenial atmosphere in an
organization highly conducive to work. Unfortungtelxpertise sharing is not always
smooth. This is because, many experts feel thahefy divulge their expertise
completely, they will loose their importance andlwio more be the so called
‘experts’. They may not feel interested in shamxgertise when they know very well
that they are not going to get anything in retunstances show that whenever a
knowledgeable person leaves, an organization lossefsil expertise, sometimes the
loss is too much to run a project. Finding a gagglacement for an expert quite often
proves to be difficult.

2.6.2 Attaining expertise

There is some understanding as to how a persomisscan expert. However, the
process in not yet completely understood. Sevaxagns with the same qualification
and experience will not have the equal expertisérigky problem in a complicated
machine that baffles an engineer with brilliantderaic records and sound experience
can at times be detected and rectified by a simmehanic practically in no time.
This is the beauty of expertise. (Malhotra 2004).

2.6.2.1 Handling Tacit Knowledge

Malhotra (2004) opines to the opinion tha tacibwledge that is expressible poses
no major problem. It can be recorded and used ampber of times depending on the
need. The inexpressible tacit knowledge is stilbanidable problem in knowledge
management. The expert cannot express it in woetgeh it cannot be recorded.
Some people during the course of their work devsigih sense or presence of mind
which at times helps them tide over a difficulusiion. The person concerned may
not even know how the sixth sense or presence ofl developed in him or her.
Obviously the person will not be able to explaimhue developed it. It is not known
how this problem will be solved, when it will belsed, or if it will be solved at all.
2.6.3 Legal issues

Legal issues relate to intellectual property rigfiBR). Knowledge or expertise
gained by Sya Ms. X, with these categories arénaetiigidly defined nor exhaustive.
Workflow for example is a significant aspect of antent or document management
system and most content and document managemeftgnsyshave tools for
developing enterprise portals her own efforts is/lier intellectual property. While
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leaving Ms. X will not be able to deposit back hetellectual property to the
organization. She will carry it with her. If the ass or divulges this intellectual
property in another organizations, will it be adwle of IPR? If the answer is ‘yes’,
then immediately the question arises -what is tbRition? What mechanisms
guidelines the organization should have to staltthnsfer of the property to another
organization? It should also be remembered thde miten an organization poaches
an employee of another organization at a high dosutilize and exploit the
intellectual property s/he has gained there. This itricky problem of knowledge

management begging for a solution. (Malhotra, 2004)

2.7 Knowledge Gaps

Past empirical studies have not been domiciledhtoparticular state administrative
unit or agency in Kenya and thus do not preseni@ ficture of KM practices in the
country, particularly as far as public sector adstration is concerned. Secondly,
past studies were done at least three (3) years(llgb practices in rural South
Africa; Mbalahti 2010). With the subject matter gi such a chronologically
sensitive affair, the time span is a long time; yninngs could have changed within
that period. Thirdly, except for the study doneNiepal (Nirmala and Shretha 2009),
the other studies used cross-sectional researainddsence their generalized reports.
The study conducted in Nepal covered the entirdipslector and did not focus on
any particular state agency or department. Thus pitesent research is further

justified in this respect.

The present study sought to integrate the knowleatg&M and its practices in the
world, Africa and to present an outcome on whetNairobi and Embu County
governments’ administration is globally competita®far as knowledge management
practices are concerned. The findings would be tsedtivise policy makers locally
on what should be done, bearing in mind some asp#dKM that could have been
employed elsewhere in the world and consideringtwheir outcomes or outputs

were.

Past studies show that indeed there were knowleggegement practices in Kenya,
Africa and the world. However, there was not evea study that provided case study
on a given organization in Kenya and how it perferidM practices. Moreover, the

studies did not present any outcome that direetigtes to or posed to be solutions to
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problems of knowledge management at Nairobi and (Ef@bunty governments
administration as outlined in the statement ofgtablem (chapter one of this study).

2.8 Solution to knowledge Management

There are a number of claims on the solution todledge management efforts but
the researcher ascertains some from school oftid@013 that by
» Making available increased knowledge content indéneclopment and
provision of products and services.
* Facilitating and managing innovation and organazal learning.
* Leveraging the expertise of people across the agaon.
* Increasing network connectivity between internal arternal individuals.
* Managing business environments and allowing emgloye obtain relevant
insights and ideas appropriate to their work.
* Solving intractable or wicked problems.
* Managing intellectual capital and intellectual @asse the workforce (such as

the KM Technologies.
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2.9 Conceptual Framework

Figure 2.1: Conceptual Framework

Dependent variables Independent variadbl
PEOPLE
*  Skills
*  Number

e Experience

y
4 N\
PROCESS KNOWLEDGE
e Communication channels MANAGEMENT
¢ Time it takes for feedback
e Complaints received PRACTICES
\ /

TECHNOLOGY

*  Number of technologies in
use

Capability of equipment
How they make work easier

Source; (Author, 2014)

Indicators for the respective independent variabltesdiscussed below:

People The study will look at the key competencies & fhersonnel handling the

organization’s Knowledge management affairs. Fatance, how versed are they
with the organizations policies regarding inforroati storage, transmission and
withholding? The indicators include people skillsdacompetences/experience, the
number of people handling the KMP functions andrtbéfectiveness as measured by

how well their respective departments or duty stetiare performing.

Process Processes aspect looks at the information trasssom procedures and
administrative policies in use. Indicators includeidents in which top-down,
horizontal or bottom-up communication channels ased. Another indicator isthe
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means through which these communications are madetteeir effectiveness, as
measured by responses to the communications. Tiegazees are neither rigidly
defined nor exhaustive. Workflow for example isigngicant aspect of a content or
document management system and most content amdnéot management systems
have tools for developing enterprise portals othdicator for effectiveness of the
processes is the number of complaints receivethdwytganization. The processes are

more effective if the stakeholders have least camfs

Technology Technology is the enabler of KMP. It combines [teaspect and the
existing processes to deliver KMP output. Indicatior technological impact to KMP
at an organization include; the number of technelgn use, their level of
technology (version or abilities of particular gouient), effectiveness of the
equipment (measured by how they make work easiersending an e-mail-delivery
time compared to sending a letter or issuing a mantbalso durability/reliability of

the technology in use.
2.10 Summary

The chapter attempted to discuss various issuesigsfificance to knowledge
management such as empirical studies, knowledgageament practices, knowledge
competences, knowledge tools, challenges and eo#jtiknowledge gaps and

conceptual framework.
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CHAPTER THREE
RESEARCH METHODOLOGY

3.1 Introduction

This chapter presents the research methodology umsedis study. This chapter
focuses on the study’s research design, selectiethhadology, locale of the study,
description of the target population, samplingtetg, data collection approaches and
instruments, pilot and pretesting of instrument®ibdity and validity, data collection

procedures and data analysis and presentation.

3.2 Research Design.

The study adopted qualitative survey designs oragmmes that enabled in-depth or
detailed examination of knowledge management me&tin county institutions. The
study adopted survey research design to colle@& ftatn county institutions. The
design provided the opportunity to gather detaitddrmation in relation to specific
objectives and research questions. The design wa@riate in answering what,
why, and how the County officers perceive knowledggnagement principles and
practices, the ICT’challenges and solutions. Quastires of closed and open ended
design and interview schedules were used to gedsidend suggestions from
respondents. In addition, the study used documeatysis to collect data and
information. The qualitative approach provided apaities of collecting data and
getting detailed information from the respondents. addition, an element of

guantitative techniques was also used.

3.3 Study Area

The study involved a comparative design of counmbyegnments of Nairobi and
Embu. The study compared the two areas understiddyrobi County is a
metropolitan city in nature while Embu is a munaigown. The study sort to
understand whether knowledge management practasebden appreciated or there is
some disparities on how knowledge is created, cosleated and stored. In addition,
the study investigated whether the infrastructaresin place, and also the ascertained
the levels of competences of those who are involve#nowledge management
practices.
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3.4 Target Population

The target population for this study was resporgl&atm Nairobi and Embu County
governments. The population in Nairobi County idegd officers in the office of

County Secretary, chief officer of the county; head departments of the Sector
while in Embu County the population included admiiration and human resource
department. The population was purposively seledtdeting only those members
of the county government who are knowledgeable alpogsible implications of

knowledge management practices in institutionsN&irobi County a total of 200

respondents were selected for the study censuslisgnt@sign was used given the
small number of population For Embu County a tafll90 staff members were
selected in specific department in the county gavemt making the total population

for both Nairobi and Embu County as 390 respondents

3.5 Sample and Sampling Technique

3.5.1 Sample Size

The sample size for this study was 266 since theysised Census sampling design.
This was 140 staff members from Nairobi County d#b from Embu County.
Respondents included professionals dealing and lingn@nowledge management
practices. Shapiro (2014) defines sampling as tbegss of selecting a number of
individuals or objects from a population such thhé selected group contains

elements representative of the characteristicsdfomithe entire group.

3.5.1 Sampling Techniques

This study adopted various sampling techniques d@dkws. The study used
comparative study which compared staff from NairabiEmbu county governments
and the respondents were basically selected oroperfhe sample was conveniently

selected.

3.6 Data Collection Methods

Research methods helps in data and informatioeaalh processes. In view of in-
depth nature of the study, this study employedousrimethods of data collection.
Instruments used included; questionnaires, interviglides (structured or loosely

structured), observation check list and analysdaziuments.
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3.6.1Questionnaires

Data was collected from the respondents using sé&mnctured questionnaires

administered to Nairobi and Embu county governmer@uestionnaires tend to be
more objective and provide detailed in-depth infation in relation to the study,

especially when gathering information from largetjpm of a population study. The

guestionnaires were directly given to the respotglenthe respective counties and
collected after three days so as to give the refgmnenough time to address the
study issues comprehensively. It also provideddpygortunity to interview persons

dealing with KMP.

3.6.2 Interviews

Since this is a case study, the use of interviesth@ main method of data collection
was most appropriate for in-depth information. Tdygproaches emphasizes oral
communication and gives respondents the chanctate the issues or suggests and

participate in seeking and ascertain solutions.

3.6.3 Observation

Since knowledge is shared through personal interagt observation method was
employed. The researcher observed the participauiteir natural work environment.
Observation provides first hand information regagdinterpersonal relations and the
culture of sharing and consultation. Observatiorckhlist will enable to observe
practical application on issues related to kmhis tespect the researcher used check
list that indicates the practices. The method itatdd gathering of objective
information by observing issues such as the orgdéioiz processes, personal
interactions ICT’s facilities and infrastructurehd method therefore assisted in
overcoming the limitations of the self — report het of data collection by verifying
and confirming stated facts. Observation schedads used to guide the recording of

observations during data collection.

3.6.4 Documentary Review

Current information drawn from county institutiorsources were used. These
included policy documents, minutes of proceedingd eode of ethics. The aim of
this documentary review was to obtain current vievegarding knowledge

management practices in county institution

24



3.7 Research Instruments
3.7.1 Pilot study

In this study, a pilot study was conducted so assgess the validity and reliability of
the data collection methods. The pilot study waisdcicted on a sample population
similar to the target population in order to assass$ ascertain validity and reliability
of the research instruments used in the study.pltinpose of the pilot study was to
familiarize and assess issues that might affecttta collection process, assess the
effectiveness of the questionnaires, help remostarréancies from questions so as to
ensure easy understanding, organization and snfloettof the study. Pilot study was

in the county of Machakos. The county was purpdgesampled for the study.

3.7.2 Validity

Validity is the degree to which results obtainednir analysis of the data actually
represent the phenomenon under study (Best and, KI8&3). It is the accuracy and
meaningfulness of inferences, which are based seareh results. Validity refers to
the agreement between the value of a measuremdntsatrue value. Validity was
ensured by piloting the instruments and makingnaltessary adjustment to ensure

consistency.

3.7.3 Reliability

Reliability of the instruments reflects the stdliland consistency that the instrument
or procedure demonstrates. Reliability refers wordproducibility of a measurement.

Reliability was censured by conducting brief intews. and that they will be taken

almost the same of the day.

3.7.4 Ethical Consideration

The researcher obtained permission from the (CoS8etyetary’s office to carry out
this research, prior to commencement of the dalieatimn process. Respondents
were assured of confidentiality of information theguld volunteer. The name and
the address of the respondents were not to be dedomnywhere in the
guestionnaires. Through the survey, questionnaged the interviews enabled
verification of the findings of the study as valieliability concerns the degree of
confidence that can be placed in the results amdidta (Cohen et al., 2000:334). The
reliability of these findings will be enhanced byetuse of a range of statistical
techniques such as the Mann-Whitney test and th&-ragression analysis.
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3.8 Data Analysis and Presentation

Data analysis was done with objectives and resegrehtions of the study in mind. It
was done qualitatively and quantitatively with thiel of descriptive statistics and
content analysis. Data collected was processed #malyzed using Statistical
Package for Social Sciences program (SPSS). THgzadadata have been presented
using frequency tables, cross-tabulation tablesghkaphs, pie charts and percentages

accordingly.

3.9 Summary

This chapter discusses the study design, and #eameh methodology employed in

the study. The study adopted qualitative reseaetigd which was found to be

appropriate for the nature of the study. Interviems questionnaires were described
as the preferred method for data collection. Thdystlso discussed thematic analysis
as the method for analysis of data, and includedcount of ethical consideration

and strategies for the dissemination of the fingling
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CHAPTER FOUR
DATA ANALYSIS, RESULTS AND DISCUSSION

4.1 Introduction

This chapter contains data analysis, interpretatiand discussions. Information in
this chapter is divided into two sections. Thetfisection details the analysis of
general information of the respondents while theoed section deals with analysis of

data on the two objectives based on descriptivessts.

4.2 Response Rate

The study targeted a total population of 266 redpats (140 from Nairobi County
and 126 from Embu County). From the total popufatithe researcher distributed
guestionnaires to 130 respondents in Nairobi Cquwtyle 10 top managers were
interviewed using an interview schedule. In Embuu@y, the study provided
guestionnaires t0118 Respondents’ while 8 top mamagt were interviewed. Out of
130 questionnaires from Nairobi County, 117 questires were responded and
returned while 13 were not returned. From the lt@ruew schedules planned in
Nairobi County, 7 were successfully carried out /3 interviews were not carried
out since, one top manager was on paternity leavet,one was on study leave while
one was off duty for the internal inter-county gamerom the Embu County, 108
guestionnaires were filled and returned from thesgame 118 questionnaires while 10
were not returned. The interviews inEmbu Countyenat carried out successfully.
The overall response rate was 84% which was veeguate for analysis. According
to Mugenda and Mugenda (2010) a 50% response saeddaquate, 60% good and
above 70% rated very well. Based on this assertlenyesponse rate in this case of
over 70% was very good. 73.82% was large enougtiféo credible and dependable

information about family owned businesses.

4.3 General Information

The study found it important to get the respondgeteral information to give a
background on their gender, work experience, higedscation level and job group.
This was essential to give a strong authenticity achieve the main purpose of this
study while helping to understand from the backgcbihe respondent would be

answering their questions.
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4.3.1 Respondents Gender Distribution

Table 4.1: Gender of the Respondents

Frequency Frequency Nairobi Embu
Nairobi Embu County County
County County Knowledge Knowledge

Management Management

Male 35 24 63 59
Female 82 84 61 57
Total 117 108 124 116

Source: (Author, 2014)

The analysis indicates that majority of the resorsl were male while the minority
were female. It was found that from the total numloé respondents, male
respondents were 63 (53%) from Nairobi County a@d5%) from Embu County
while female respondents were 61 (47%) from Nai@bunty and 57 (49%) from
Embu County. This implies that the ratio of the en female in Nairobi County and

Embu County are almost equal with a very small mmao§ difference.

Figure 4.1: Gender of the Respondents

54%
52%

50% H Yes
48% HNo
: H Yes
44% -
Yes No Yes NO

mNO

Percentage

Gender of the Respodent

Source; (Author, 2014)
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However, studies have indicated that female respatsdn many studies carried out
in public places are much less than that of theemalnterparts. A study by (Ondari
& Minishi-Majanja; 2007) indicated that as muchyasing working women today are
not as big in number as compared to male countts,ghey are making more money
relative to men their age than their mothers arahdmothers did. This is not only
due to the rising earnings of women, but also ® dbclining earnings of men. In
2012, young women earned 93% of the average hewatje of men the same age.
This indicates that as much as women in this siudge fewer than male counter
parts, the number of female in the formal employtreard particularly engaged in

Knowledge management practices are increasingnrbruthan male counter parts.

4.3.2Age of the Respondents

Table 4.2: Age of the Respondents

Frequency Frequency Staffs Staffs
Nairobi County Embu County Nairobi County Embu County

18-25 Years 15 12 16 13
26-30 Years 34 29 36 33
31-40 Years 36 34 38 36
41-50 Years 12 11 13 12
51-60 Years 10 12 11 11
Above 61

10 10 11 10
Years
Total 117 108 124 116

Source; (Author, 2014)

The study sought to find out the age of the respotelas distributed in different
clusters. The age of the staff working in an orgation helps one to know the
success plan in place and the experience. The stodyd that most of the
respondents were of the middle age than youngeriragmth Nairobi and Embu
County. The analysis found that those of the aged®n 18-25 years were 16 (13%)
in Nairobi and 13 (11%) in Embu County, those @& #ge between 26-30 years were
36 (29%), in Nairobi and 33 (28%) in Embu Counhgde of the age between 31-40
were 38 (31%), in Nairobi and 12 (31%) in Embu Qguand those of the age
between 41-50 years were 13 (10%) in Nairobi anq1®6) Embu County, those
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aged between 51-60 years were aged between 11i@%airobi County while in
Embu County 13 (11%). Finally the group of respartde@ged above 61 years was 11
(9%) in Nairobi County and 10 (9%) in Embu Counfthe study found that some of
the employee’s, though few in number were appraoarior were at the retirement
age. The analysis further found that there is asbiglarity in the number and age of
the staff members in Nairobi and Embu county govemt which indicated that most
of the staff members are between 34 and 50 yedis.ifidicated that most of these
employee are well established in their careersramid/et near regiment. However, a
study by (Banhenyi, 2007) found that the Employn¥scitdoes not have a provision

for retirement age.

Age of Respondents

m18-25
m26-30
m31-40
m41-50
m51-60

m abovebl

Source; (Author, 2014)

Figure 4.2: Age of Respondents

However, the Pensions Act Section 9 provides thaldic officer or a Government
employee should retire any time after attaining #ge of 50. However, the
recognized retirement age, especially for civil @otlic servants, has always been 55
years. Section 20 of the Pensions Act indicate$ ttiea Act only applies to civil
servants and all government employees and, therefdeally the retirement age
should only be applicable to them. However, thie &gs been adopted by most

companies and organizations and is the recogniztnlement age. Different

30



companies, organizations and institutions haveefit provisions for retirement age

and this is mainly provided for in the policy oktbrganization or company

4.3.3 Highest Education Level

Table 4.3: Highest Education Level

Frequency Frequency Nairobi Embu
Nairobi Embu County County
County County Qualifications Qualifications
Form Four (O Levels) 14 12 15 13
Certificate Level 25 24 26 25
Diploma Level 42 38 45 40
Degree Level 23 24 24 25
Masters 7 6 7 7
Professional
6 4 7 6

Certifications (eg CPAS)
Total 117 108 124 116
Source; (Author, 2014)

The study investigated the academic qualificatiohshe respondents. The analysis
found that 15(12%) of the respondent from Nairoburdy had O level education
(form four) while 13(11%) had the same qualificatio Embu County, 26 (21%) in
Nairobi County had Certificate level while 25 (22%©m Embu county had the same
gualification. The analysis also found that 45 (3@%om Nairobi County and 40
(35%) from Embu County had diploma level, while 29%) from Nairobi County
and 40 (22%) from Embu County had degree level. aradysis further found that 7
(6%) in Nairobi and 7 (6%) in Embu county governtselmad masters level while 7
(5%) in Nairobi and 6 (4%) in Embu County had pssienal certificates. Most of the
employee in the County Governments of Nairobi anmtb& was diploma holders and

a few had degrees.
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Figure 4.3: Highest Education Level

The analysis further found that there was very &igilarity on education level
between the two county governments because employeee devolved after the
devolution of county governments. This indicateat ttuch employees were all hired
in the same criteria and within the same job |lerel qualifications. However, those
with professional qualifications like CPAs and thosith master degrees were very
few in numbers. The study indicated that there eednof an enhanced level of
learning especially by managers in the human resodepartment to be able to
manage the knowledge practices in the council.udlysby Ireri & Wairagu, (2007)
indicated that many occupations require a certairell of education in order for
someone to be eligible to work in that professiBmployers usually include the
educational requirements for a job in job postiagd in job descriptions. Therefore
the level of education is very important in manggithe knowledge in the
organization. This is because the purpose of kmbydemanagement is to harness,
develop and direct the expertise of the organimatiad to apply it effectively to
achieve strategic objectives. Its purpose is alsericourage learning and innovation

as sources of competitive advantage.
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4.3.4 Work Experience

Table 4.4: Work Experience

Frequency Frequency Nairobi Embu

Nairobi Embu County County

County County Experience  Experience
1-5 Years 12 14 13 15
6-10 Years 17 14 18 15
11-15 Years 19 20 20 22
16-20 Years 19 22 20 23
21-25 Years 20 18 21 20
26-30 Years 20 12 21 13
Over 31 Years 10 8 11 8
Total 117 108 124 116

Source; (Author, 2014)

The analysis indicated the work experience of g#gpondents in different groupings
both in Nairobi and Embu County. It was found thaist of the respondents had
many years of experience while others had a fewsye#é experience in the two
Counties. The study found that respondents withee&pce between 1-5 were 13
(10%) in Nairobi County had 15 (13%) in Embu Courftiie analysis further found

that respondents with 6-10 Years of experience vl&g15%) and 15 (13%) in

Nairobi and Embu County respectively. Those wilhlb years were 20 (16%) in
Nairobi and 22 (19%) in Embu County; those with2lBrears of experience were 20
(16%) in Nairobi County and 23 (20%) in Embu Courftiie analysis further found

that those with 21-25 years of experience werelZ¥%) in both Nairobi and Embu

County, while those with 26-30 years were 21 (17foNairobi and 13 (11%) in

Embu County. Finally the study found that thosehwaver 31 years of experience
were only 11 (9%) in Nairobi County and 8 (7%) imig County.
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Figure 4.4: Work Experience

The work experience for the respondents in Naifodinty was found to be greater
than those in Embu County and vice versa. The stodyd that work experience is
very critical to the development and managementwofk professionals in the
organization and specifically in the County Goveemts. The analysis indicated that
work experience is vital to the successful knowkedtanagement in the organization.
This finding agrees with the study by Mosoti andiBska (2010) that a well-designed
and -implemented knowledge management initiativa oasult in higher agent
productivity as well as shorter call times, greaelf-service customer satisfaction,
and reduced costs if there is proper employee eqpmr in knowledge management.
In contrast, a poorly designed and implemented kedge management system can
drive up call time, annoy customers (leading th@mabandon self-service), and
increase agent frustration (due to the distraciddntoo many tools on agents’
desktops). To succeed, knowledge management imigatrequire well-thought-out
strategies that align closely with the needs oftacincenter agents and self-service

customers.

4.4 Knowledge Management Practices
On the question of whether respondent were awakaailedge management
principles and practices at the Nairobi and Embur®pGovernments the responses

were as follows.
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Table 4.5: Knowledge Management

Frequency Frequency Nairobi
Nairobi Embu County County
County County Knowledge Knowledge
Management Management
Yes 35 24 37
No 82 84 87
Total 117 108 124

Source; (Author, 2014)

The analysis sought to understand whether resptsmdesre aware of knowledge
management principles and practices at the NaantiEmbu County Governments.
The study found that 87 (70%) of the respondentSlairobi County did not know

and were not aware of knowledge management prasighd practices at the Nairobi
county government while 37 (30%) indicated thatythere knowledgeable about
knowledge management principles and practiceseaiirobi county government. In
Embu County, the study found that 90 (88%) did kradw knowledge management
principles and practices in Embu County while 2B%2 indicated they were aware of

the knowledge management principles and practices.

Source; (Author, 2014)

Figure 4.5: Knowledge Management Practices
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The absence of critical and deep need for knowladgeagement at the County
Institutions has been a challenge to the manageriémt study by (Riege, 2005)
indicated that most excellent practices in knowkeddstribution have been gaining
increased attention amongst academicians and lsgsieecutives over the years.
According to Riege it's because the commercial sse@nd competitive advantage of
enterprises is dependent on application of knowdedg maximize on firm
performance and competiveness. It facilitates cotimg the right knowledge to the

right people at the right time for timely decisioraking.

4.4.1 Knowledge Management Practices and knowledgweation, sharing and
storage County Institutions
The study sought to understand whether practicgs c@mmunication flow in the

county. The responses were as follows;

Table 4.6: Knowledge Management Practices and knoedige creation, sharing

and storage.

Frequency  Frequency Nairobi Embu
Nairobi Embu County County
County County Management Management
practice / practice /
knowledge knowledge
creation creation
Yes 75 37 79 39
No 42 71 45 77
Total 117 108 124 116

Source; (Author, 2014)

The analysis sought to establish whether knowleaig@agement practices affect
knowledge creation, sharing, and storage in thenGolnstitutions. The study found
from 79 (64%) of the respondents in Nairobi Couatknowledge that knowledge
management practices creation, sharing and sttvagbeen a big contributing factor
towards knowledge management practices in thetgomuhile the same sentiments
were reflected by 39 (66%) of the respondents ib&EGounty. However, 45 (36%)

of the respondents from Nairobi County and 77 (348f)espondents in Embu
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County indicated that a knowledge management pedthiat is creation, sharing and
storage do not affect daily business in the cowittyer. The analysis implies that all
employees in County Institutions believe and agied knowledge management
practices have been a big contributing factor tolwaffectiveness and efficiency of
creation, sharing and storage in the county. Tixdysagrees with studies by a number
of scholars. According to (Van den Hooff & de Ridd2004), any knowledge sharing

process consists of two parts- donating and catigct

70%

60%

50%

40%
| ONairobi County

30%
BEmbuLounty

20%

INRRRRR

10%

0% -

Yes NO

Source; (Author, 2014)

Figure 4.6: Knowledge Management Practices and kndedge creation, sharing
and storage.

4.5 Knowledge Management Tools in the Use
The study sought to know whether the responderds aavare of the types of
knowledge management tools used in the Countytliisins. The responses were as

follows;
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Table 4.7: Knowledge Management Tools in the Use

Frequency Frequency Nairobi Embu
Nairobi Embu County County
County County Knowledge Knowledge
Management Management
Tools Tools
Yes 64 47 57 51
No 53 61 67 65
Total 117 108 124 116

Source; (Author, 2014)

The analysis sought to establish whether the relpua are aware of the types of
knowledge management tools used in the Countytitistns. The study found that 67
(54%) of the respondents In Nairobi county govemimaend 65 (56%) in Embu
county Government do not know the knowledge manageéntools used in the
Nairobi and Embu County Governments while 57 (46#) Nairobi County
government and 51 (44%) in Embu County Governmmatitated that they know the
knowledge management tools in use. A study by OQr&ainishi-Majanja; (2007)
indicated that Governments need to continuallyn@arorder to remain relevant to
the constituents they serve. Different knowledge management
learning programs have to be put in place. Top mearsaand sponsors would require
basic understanding how KM can improve the goveninpeocesses, its integration
with the broader goals of e-Government implementatiand implementation
requirements including technical and legislativaraes. Programs for educating the
civil servants on how to use KM effectively and angorate its usage into existing

government functions are also required.
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Figure 4.7: Knowledge Management Tools in the Use

4.6 Staff Competences
The study sought to know whether staff competenaashinder knowledge creation

sharing and storage in County Institutions Thesfudlings were as follows;

Table 4.8: Staff Competences

Frequency Frequency Nairobi Embu
Nairobi Embu County County
County County Staff Staff
Competence Competence
Yes 94 84 99 91
No 23 24 25 51
Total 117 108 124 116

Source; (Author, 2014)

The study indicated thataff competences can hinder knowledge creationinghand
storage in the County Institutions. The analysisintb from 99 (80%) of the
respondents from Nairobi County and 91 (78%) frommbl County that staff
competences can hinder while 25 (20%) of the redg@ainin Nairobi County and 51
(22%) in Embu County believed that staff competencan not hinder knowledge
creation, sharing and storage. The analysis shovesyatight and familiar similarity
between responses in Nairobi and Embu county gawenh indicating that both
counties experience the same level of knowledge agement practices and
experience. The analysis indicated that there ar@ws factors that can affect the

knowledge management practices in the County utstits which can be attested
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from the responses but which implies that they aféect both counties equally and in
the same measure.

Model | R R Adjusted| Std. Error of Change Statistics

80%

70% 1

80% 1

50%

40% D Mairobi County

30% | BEmbu County

20%

10%

0% |

Yes MNe

Source; (Author, 2014)
Figure 4.8: Staff Competences

4.7 Regression Model Summary For Knowledge managemepractices in
Nairobi and Embu County Governments

From the table below, the significance of F (.0B0pelow .05 which indicates that
the model is within the 95% significance level. Tha&lue of R squared at .743
indicates that 74.3% of the variations in knowledggnagement practices in Nairobi
and Embu County Governments are related to the ighoesl (Knowledge

management Practices, Knowledge management Tdal§,Cmpetencies, Solution
to the challenges). Only 25.7% of variations in \kfemlge management practices in
Nairobi and Embu County Governments are not aceaumor by change in the

independent variables in the model. The whole mbdsla coefficient of correlation
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R Squarg F dfl| df2 | Sig. F
Change | Change Change
1 862 743 .733 .24878 743| 80.747 4| 112 .000

a. Predictors: (Constant), Knowledge managemertiPes, Knowledge management

Tools, Staff Competencies, Solution to the chaksng

Table 4.9: Regression Model Summary for Knowledge anagement practices in

Nairobi and Embu County Governments

Source; (Author, 2014)

(R) as 0.862 which is a very strong positive catieh. This indicates that changes in
the predictor variable would be very closely asst®d with changes in the levels of
Knowledge management practices in Nairobi and E@bunty Governments in the

same direction.

4.8 Interview Schedule Analysis
The interview schedule was developed for the 10mapagers in the Nairobi county
government and 8 top managers in Embu County Gowemh 7 top managers in the

Nairobi county Government successfully respondati¢anterview schedule.

3 interviews that were to be conducted in Nairoburdy Government were not
carried out since one top manager was on patdeatye, and one was on study leave
while one was off duty for the internal inter-coprgames. All the 8 interviews in

Embu County were successfully carried out withailtife.

41



4.8.1 Age of the Respondents

Table 4.10: Ages of the Respondents

Nairobi County Embu
Interviewee County
Interviewee
Male 5 5
'Female 2 3
Total 7 8

Source; (Author, 2014)

The analysis drawn from interviewees in Nairobi Giyu5 interviewees were male,
representing 71%,while 2 were female respondenishananslated to 29%. From
Embu county 5 (63%) were male while 3 (38%) weradke respondents. The study
found that the top management at the Nairobi andlE@ounty Governments is
highly dominated by male than female counterpafiise study indicated that
knowledge management at the top level managemdme &tairobi and Embu County
Governments is highly managed and monitored by moalenter parts more than

female counterparts.

OMale (Nairohi County}
WFemale (Nairahi County}
OMale (Embu County}

DOFemale [Embu County}

Source; (Author, 2014)

Figure 4.10: Ages of the Respondents
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4.8.2 Work Experience at Nairobi and Embu County Geernments

Table 4.11: Academic Qualification

Frequency Frequency Nairobi Embu

Nairobi Embu County County

County County  Qualifications Qualifications
Doctorate 14 12 17 0
Masters 30 24 53 44
Bachelors 50 38 36 35
Diploma 23 34 18 37
Total 117 108 124 116

Source; (Author, 2014)

In respect to the highest level of education amiheginterviewees, the study found
that most of the top management at the NairobiEmtébu County Governments had
Masters Level of education which was representedy43%) of respondents in
Nairobi county and 44 (38%) in Embu county governm&hose with degree level of
education were 36 (29%) in Nairobi county governme&rhile Embu county

government indicated 35 (30%). It was clear thaEmbu county government, there
was no single person holding a doctorate degrekimgrin the top management
while in Nairobi county government there were 14%) who had doctorate. The
study found that those with diploma level in Nair@ounty government were 18
(14%) same as those with doctorate in the sametgaoumle in Embu County were

37 (32%). The analysis indicates that Nairobi ¢pugovernment has a bigger
number of personnel with higher levels of educatizem Embu county government
and that Embu county government has more persohakling bachelors and

diplomas. The analysis thus indicates that mosh®top management at the Nairobi
and Embu County Governments is well educated amereenced for Knowledge

management practices at the county government.
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Figure 4.11: Academic Qualification

4.8.3 Knowledge Management Practices

The respondents indicated that the major functioh®Nairobi and Embu County
Governments top management teams to whom resplitysibibestowed to manage
knowledge management practice have to get morenmaioon about compliance and
counseling, training and development, employeetiogla employee appointments,
salaries The interviewees indicated that the kndgéeof the staff is gathered and
captured through reports, forums, workshops andreesnamong other meetings. In
both Embu and Nairobi county governments, the m®oé transferring best practices
are documented through memos, telephone conversagmails other documentation
procedures. The interviewees felt that formal kremlgke is valued and transferred
across the County Institutions through sharing ofuwments, on job training and
baseline surveys. However in Embu County, the ned@ots noted that more need be
done to improve knowledge management and improgectlunty personal and staff

management.

4.8.4 Knowledge Management Tools

The interviewees in both County Institutions indézh that technology links staff
internally and externally through emails, mobil@pés, letters and memos. The study
found that the postal and telecommunications seistowell developed in Embu
County. Embu County also has a 98 per cent mokiark cover. The interviewees

indicted that they were able to access informagienvices using technology through
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emails and e-pay slips. Most of the intervieweesigfint that technology was used to
share knowledge and information in the sector. Bhedy further found that
technology supports collaborations in availablestaff through mobile, internal

memos and internet and computers.

4.8.5 Knowledge Competencies

The respondents indicated that both Nairobi and EE@bunty Governments top
management staff have skills and competences throlng use of computers in
human resource management, accounting, secreaadalinance management issues
which are used in the management of the countyress. The analysis indicated that
not all members of staff create codes and sharinigformation or knowledge. The
study indicated that there are staff members wrssgss the skills but do not share

the information.

4.8.6 Challenges and Preferred Solutions

Some of the management barriers in knowledge mamagfe include budget
constraints, inadequate technology, staff compete®especially in finance and ICT,
inadequate human resource management and even ngoni@gsources. The
interviewees indicated that the possible solutionstich challenges include; The
Nairobi and Embu County Governments should provalesolution for the
implementation of the knowledge management, theage@ment should facilitate
implantation of the same, there should be an adedmadget for the knowledge
management practices, policies which will enabéedéctor to override the challenges
should be put in place, ensure proper training dawklopment, facilitate networking
amongst all officials and finally change managemegstems and equip the

management with the latest technologies.
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CHAPTER FIVE
SUMMARYOF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction

The purpose of this study was to analyze the Kndgdemanagement practices in
County Institutions. The study explored to exanerestence and level of Knowledge
Management Practices at the Nairobi and Embu Calotsernments, to establish the
types of KM tools in use at the Governments, toedeine the competences of
information professionals and to identify challem@ad preferred solutions to KM at
the Governments. This chapter presents a summaiheofindings of the study,
giving conclusions and recommendations that refteet answers to the specific

guestions for possible action and suggestionsuidhér research.

5.2 Summary of the Findings

The study analysis indicated that response rate 2@ (86%) which was very
adequate for analysis. This implied that resporglemére very much willing to
participate and adequate efforts were made tomkhai targeted responses. The study
found that male respondents were 66 (53%) fromadWai€County and 59 (51%) From
Embu County while female respondents were 58 (4ffét) Nairobi County and 57
(49%) from Embu County. This implies that the raifdhe male to female in Nairobi
County and Embu County are almost equal with a wenall margin of difference.
However, studies have indicated that female respoinid many studies carried out in
public places are much less than that of the maleterparts. The study further
indicated that majority of the respondents had @i and undergraduate degrees in
Knowledge management practices in Nairobi CountyyEambu County governments.
This implied that respondents were knowledgeabtaiainanagement practices and
specifically knowledge management practices. Adogrdto Banhenyi (2007)
knowledge management is the process through whigan@ations generate value
from their intellectual capital and knowledge-baseskets. Usually, the value is
obtained by finding what employees, partners anstorners know, and sharing
information with employees, departments and eveh wather companies, in order to
find best practices. For companies, it is import@nunderstand 'what they know'.
This knowledge is contained in databases, researcth development activities,

competent staff and quality products that are sagph the market.
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The study found that 87 (70%) of the respondentSlairobi County did not know

and were not aware of knowledge management prasighd practices at the Nairobi
County while 37 (30%) indicated that they were kremlgeable. In Embu County, the
study found that 102 (88%) did not know knowledganagement principles and
practices in Embu County while 14 (22%) indicatdeeyt were aware of the
knowledge management principles and practices. Waog to Ireri & Wairagu,

(2007) Knowledge management is the developmentanizgtion, access and
leveraging of knowledge by an organization. Knowkednanagement tools should
support the goals of knowledge management inigativihese tools will assist in
information development, storage and access asasdicilitate knowledge transfer

and sharing.

The study found that knowledge competencies atearito the performance of the
City Council of Nairobi. The study found that 9908) of the respondents from
Nairobi County and 91 (78%) from Embu County agrtet staff competences can
hinder communication flow while 25 (20%) of thepeadent in Nairobi County and
25 (22%) in Embu County believed that staff compeés can not hinder
communication flow. This agrees with Mbhaluto (@Plwho argues that
Competencies are descriptions of the skills, knowsh abilities, and personal
gualities needed to perform a particular role sssitgly. Organizations now
recognize that clarifying the competencies thatirtls¢aff need and supporting
individual and team development can be a majoofact their success. Often these
competencies will be documented as a set of comgpetencies or a competency
framework. The content will include core competesdhat are needed by everyone
for good performance and the specific professiaoahpetencies required by people

working in specific functions and roles.

The analysis finally found that Knowledge manageimamactices are vital to the
development of Knowledge management practices immobBiaand Embu county
governments. The value of R squared at .743 irgicthitat 74.3% of the variations in
knowledge management practices in Nairobi city ¢pugovernment Nairobi are
related to the predictors (Knowledge managemerttiees, Knowledge management
Tools, Staff Competencies, Solution to the chaks)gOnly 25.7% of variations in
knowledge management practices in Nairobi and Eodunty governments are not
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accounted for by change in the independent vasabl¢he model. The whole model
has a coefficient of correlation (R) as 0.862 whisha very strong positive
correlation. This indicates that changes in thelipter variable would be very closely
associated with changes in the levels of Knowledgeagement practices in Nairobi

and Embu county governments, an in the same directi

5.3 Conclusion

The study concluded that some of the issues rdigednowledge management
practices enhance implementation of knowledge memagt The study concluded
that Knowledge management practices and espethalyodification of knowledge

in information systems, databases and knowledgesitepies does not guarantee
efficient knowledge management, but has a potetttiaifluence it in a positive way.

It is important to notice that Information techngyodoes not have a direct influence
on knowledge, but an indirect one, This is throoghanizational elements which act
as an enabler of better collaboration among peiopllee organization, motivation of

people in the organization and the process vieth@brganization.

The study concluded that there are various knovdedgnagement tools that should
be applied to enhance knowledge management in @il and Embu county

governments’ human resource management. The stisdy @ncluded that the

decision on whether or not an organization shoukdaurce a part of their business is
a complicated one, and should not be taken ligl8karching for short-term cost
savings is not a bad idea, but choosing outsourcasgd solely on cost reduction or
tactical problems is a short-term solution and wildermine a company's potential

for long term success.

The study concluded that there are additional “wpla&e competencies” needed in
the knowledge economy knowledge management skittshlem-solving skills, the

ability to work in teams and ICT skills, among atheThese are becoming important
and complementary to basic core or foundationslkali workers rely on workplace
competencies more than other workers. It was cdeduhat organizations should
have sufficient management skills and the abiliby adapt new behaviors and
processes to successfully manage an external patied business. These skills
should include knowledge management abilities amdllangness to apply them to a
new and more challenging situation. Tacit knowledgest specifically be considered
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when planning an outsourcing strategy, particuldrthe component of the business
to be outsourced already exists internally andalakriinstitutional knowledge risks to

be lost.

The study concluded that the transfer of tacit kiedge can have a profound effect
on quality and overall strategic business valueltutal and language barriers add
challenges to the already difficult process of $farring tacit knowledge and are of
particular concern in cases of cross-border outsogyr Finally, once a decision has
been made to outsource aspects of a businessfispamwledge management
strategies can be implemented that will maximizeliknefits that are available from

a decentralized business model.

5.4 Recommendations

5.4.1 Knowledge Management Practices

The study recommended that Nairobi and Embu CoGayernments should adopt
knowledge management practices and principles e heffective and efficient
delivery of services. The study recommended thairoda County should take
kknowledge as a dynamic combination of experieregert insight, values and
contextual information. The management of the humesource and any other
resources in the County should constitute of kndgde management practices. A
foundation for evaluating new experiences and mfdion and is continually shaped
through new experiences.

5.4.2 Knowledge Management Tools

The study recommends th@bunty Institutions should adopt the usage of kieo\ge
management tools as enablers to sustain and impte/eperformance of in the
county staffs. The study found that Nairobi and En@ounty Governments should
adopt different knowledge management tools to ensiarks have got what that can

do in the best way possible

5.4.3 Knowledge Competencies

The study recommended that County Institutions khquursue in developing
knowledge competence among its staff members. Wty secommended that staff
members should be trained on the importance ofgbeampetent, get encouraged to

have more education and share more skills withrethé was recommended that
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effective knowledge be should transferred to coenpestaff members should be
sharing their skills and this is a key component tie creation of learning
organizations, both between organization membedsveth others external to the
organization. One specific aspect of this is knalgke sharing (KS) that takes place

between academics and individuals/teams in busares®ther organizations.

5.4.4 Knowledge Management Barriers

The ability to learn highly depends on how knowlkedg managed. Specifically,
different techniques for note-taking utilize di#et cognitive processes and
strategies. The study recommended that to overctiraebarriers to knowledge
management, one is required is to move away frarsilo mentality and move to a
knowledge-sharing culture. When it comes to teabggl the study recommended
that KM should address usability aspects (‘keegintple’) and the need of a proper
implementation plan — including learning sessionBe study recommended that
communities of practice should be voluntary butoggézed and rewarded by the
organization. However, it was noted that in mangwiedge management initiatives,
the management cannot resist the temptation to mirnieat communities of practice

are formed as they have frowned on ‘informal nelsbin the past.

5.5 Suggestions for Further Research
The following suggestions are made for further aese

» The current study was an investigation into knogkdanagement practices
in county institutions with specific the county Nfirobi and Embu county
governments. The study suggests a similar studgeta@onducted in other
counties governments in Kenya for comparison aifltesand validation of the
findings from this study.

» Additional research should be conducted to estaltfis relationship between
cultural and technological aspects of knowledge agament in county
governments in Kenya.

» The researcher also recommends further researclthenadoption and
utilization of tools for knowledge sharing in Nawoand Embu county

governments and other county governments in Kenya.
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Further research should be conducted on the uidizaof knowledge
management for competitive advantage in county igouents in Kenya.
Another possible area of further study is on knalgkcreation and loss in the

County Governments Kenya.
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APPENDICES

N e

UNIVERSITY OF NAIROBI

FACULTY OF ARTS

DEPARTMENT OF LIBRARY AND INFORMATION SCIENCE

Telephone: +254 20 318262, Ext. 28095 P.0. Box 30197- 00100 GPO
Telegram: Varsity Nairobi, Kenya.

Fax: +254 20 2245566 dnjiraine@uonbi.ac.ke

Our Ref: UON/CHSS/DLIS/303 5th Sept, 2014

To County Secretary

Embu County Government
P. 0. Box 36-60100

Embu.

Dear Sir/ Madam,

RE: NYAGA ELIZABETH NJOKI REG NO: C54/60915/2013

The above named is a bonafide student at the University of Nairobi undertaking a Master of
Library and Information Science (MLIS). She is currently in the process of collecting data as
part of the requirements for the course.

Her topic is “Knowledge management practices: a comparative study of Nairobi City County
and Embu County Governments.

Any assistance accorded to her will highly be appreciated.

Regards,
UNIVER
SI
TY OF Nargo

N
v P- 0. Box 3019};1 LIBRARY
NAIRop;

Foc . Dr. Dorothy Njiraine
Ag. Chairperson
Department of Library & Information Science (DLIS)
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APPENDIX II: INTERVIEW SCHEDULE FOR STAFF WORKIN IN
COUNTYINSTITUTIONS
Background Information
1) POSItiON......ccoiiiiiiiiiiiee e
2) Working experience in the County ?
(a) Less than five years
(b) 6-10 years
(c) 11-15 years
(d) Over 15 years
3) Academic qualifications ----=-======mmmmmmmm e

Knowledge Management Practices

4) Highlight the major functions of human resource agement in the County?

5) How is knowledge is created, codified, used, sharetistored in the County

6) In your own opinion, how is tacit/informal knowleglgralued and transferred
across the department in the county institutions?
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Knowledge Management tools

7) To what extent does technology link staff interpalhd externally?

8) Highlight the extent to which technology is used?

9) State the leading technologically solutions thatwiedge management supports

collaboration and comment on their applicationgavht applied

Knowledge Competencies and Skills
10)Do you think staffs working in the human resourcanagement in county
institutions have adequate skills and competend¢eeshandle and manage

knowledge?

11)To what extents are the members of staff involvelnowledge creation, coding

and sharing?
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12)‘Explain how tacit’' Knowledge is valued and transéeross the Departments?

Knowledge Management Barriers

13)What are the barriers that hinder knowledge managém county institutions?

14)Suggest possible solution to the identified basrier
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APPENDIX IlI
QUESTIONNAIRE FOR THE STAFF WORKING IN THE COUNTY
INSTITUTIONS.

Instructions

Please tick where appropriate and fill in the spgmevided in case you are giving an

opinion or a comment.

Background Information
1) Name of the county
2) DPAMMENT. .. ettt it e e e e
) GBNET ... e e e
) A ettt e e e e
5) Academic Qualification
6) Working
EXPEIENCE. ..ot e e
7) Nature of YOur WOrK..........ouuieiii e

Knowledge Management practices

8) Are you aware of knowledge management principled practices in the
county institutions?
a) Yes
b) No

9) Do you think the practices help knowledge creatghgring and storage in the
county?
a) Yes
b) No

10)If yes, briefly explain how knowledge managemerdctices and processes

help knowledge sharing
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Types of knowledge Management Tools in Use

11)Highlight the types of knowledge management toddeduin the County

Institutions?
Staff Competencies

12)A) In your own opinion do you think staff competersccan hinder knowledge
management practices and processes in the Coungrthér case explain why

13)In general what are the challenges which you enteouwhile managing

knowledge in your area of work.

Possible Solution to the Challenges

Give your general opinion on the possible solutmthe challenges above
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