Implementation of
Knowledge Management
In the Local Government Sector:
A Case Study of
Majlis Perbandaran Tawau (MPT)

by

Tanty Erawaty Tamrin
(2002382173)

Faculty of Information Studies
Universiti Teknologi MARA (UiTM)

October 2004



TABLE OF CONTENTS

ACKNOWLEDGEMENTS.........cooeecrrerecnesessnsmssssssnsassnsssssesssssessessnsanes ii
LIST OF FIGURES....cooxuummrsmmmusvupmmssmmesnmupmyssamssssvsssssssssssassns s ssssmmesssiss iii
ABEYSTRICT ..o con cxosmainnsonsiammensinssosssssamiskamnassmess s sommss i samsmseu soaids uss s AR AR A iv
CHAPTER
. INTRODUCTION
1.1 Definitions of KM............cccovomrervrrecceccereneesneeseeens 3
1.2 Background of the Study.........ccccrrerremrrrrrrerrennnen. 6
1.3 REGONAIG.......ccomncnsmmmmmmnsmrsamssssssrsxsumnsmssssmvessmmvel 6
1.4  Statement of the Problem............ccervrrrcrecnenne 8
1.5 Statement of Objectives...........ccccceevvermrrrervrinrrnrinnne 10
1.6 Research Questions (RQ)......c.cccoerreerervceecerenrrnnnnn. 10
1.7 ASSUMPLIONS.........coiceeee e ren s e e snseaas 10
1.8 Limitations.......c.ccccoomerrrirrccrcre st 11
1.9  Delimitations........ccccoovrernrrrceceniecieere e 11
1.10 Organization of Chapters..........c.ccccueerrerrcrivrreriennas 11
I LIRERATURE REVIEWS
2.1  Knowledge Management.............ccccceeeermecmcrnrernrsnenne 13
2.2 Knowledge Management in Municipal
LT AV T4 1T 1 | 14
2.3  Criteria to Measure Knowledge Management......... 16
24 Relationship between KM and Organizational
CUIUNE. ..o vnmmammmnnsssnssanss ssssissssnsssiussasasssussnmsssmss vasmins 18
il. METHODOLOGY AND RESEARCH DESIGN
3.1 Research Questions.............cccceerrercereerrerrescersnnennns 26
IV. DATA ANALYSIS AND FINDINGS
4.1 OPEN CODING...........coerercernreesasssercessessneensseneas 28
4.2  AXIAL CODING.......ccoeerecrmrmrnenrsenesnenessnneneasnns 31
V. SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
51 SUMMARY................. U PP 43
5.2 CONCLUSIONS............oovemrerrecrerverrsnsssmssnssnssnsssesssns 44
5.3 RECOMMENDATIONS..........cccocrrurumnnmrrmrreeserensesensnns 45
5.3.1 Leadership........cccocecmrrrermrienrcnisnenessseessenans 45
5.3.2 Community of Practice (COP).........cccceeuene.. 46
5.3.3 Rewards and Incentives.................ccccerun..... 47
REFERENCES

APPENDIX



ACKNOWLEDGEMENT

Bismillahirrahmannirahim........

Praise to Allah S.W.T for His Mercy by helping me to finish this research finally. |
also would like to thank to my dearest Supervisor Puan Indahsah who was so
patient in helping me to finish this research. I'm sure that without her full
cooperation and attention, I'll not be able to be in this stage. I'd also would like to
thank my dearest family for their moral support even though they are far away
from my sight. Not forgotten is also my beloved friend, Halim who always
encourage and support me if 'm not be able to do my research. And last but not
least is my friends who also always there for me and help me with this subject.

Thank you

ii



ABSTRACT

This research is intended to identify the whether there is implementation of
Knowledge Management that can be found in the local government sector in
Malaysia particularly in Majlis Perbandaran Tawau Sabah (MPT). As KM is now
widely recognized as a competitive advantage and an increasing numbers of
organizations are incorporating knowledge management as the core strategy to
enhance their organizational competitive 'advantage. This research will focus on
the identification of the implementation of KM in this organization by looking at
the framework known as the Building Blocks of KM. This building blocks have 8
major blocks that help the researcher to identify the existence of KM in this
organization. These 8 building blocks are the k-goal, k-identification, k-
acquisition, k-development, k-distribution, k-utilization, k-retention and k-
measurement.
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CHAPTER |

1.0 INTRODUCTION

Previously, people in the organizations are tend to use their human resource or
capital as their strength to compete with other organizations such as in providing
services as well as in producing better products. Everyone in the organizations
is trying very hard to make a full use with their available resources. But then, this
kind of situation is not bringing them far ahead because of the limited resources
that they have.

Today’s organization are fundamentally different as compared to organization
existed in 1 or 2 decade ago in term of their functions, structures and style of
management. The new organizations put more premium on understanding,
adapting and managing changes and competing on the basis of capturing and
utilizing knowledge; to better serve their customer, improve the operations and to
speed their products to markets.

Researchers have concluded that the only thing that is sustainable for business
is what it know, how it use it and how fast it can discover something new. In the
past, the dilemma was finding enough information, but now the problem has
shifted to identifying and managing mountains of knowledge. The need to create
and deliver innovative new products and services at an ever increasing rate is
requiring organizations today to take a more deliberate and systematic approach
to managing knowledge.

The old truism “knowledge is power’ has been more true than it is today. To
manage and measure knowledge based resources is one of the most important
challenges for the modemn company. | is widely claimed that knowledge has
succeeded other capital (land, labor and capital) as the production factor. More



