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Abstract

Many organizations are seeking means to improve the process of
operations and business to increase their performance. Today, managing
knowledge is considered one of the main challenges in modern
organizations. In this paper, a case study to explore the employees’
perceptions towards the effectiveness of knowledge management practice
is conducted. It draws finding of employees’ interpretations and
applications of knowledge management processes and practice in a
variety of organizational contexts. The objectives of this paper lies on
identifying solutions to improve such practice of knowledge with a focal
points on the leadership support and enhancing knowledge sharing and
knowledge access. Based on the assumption that leadership support and
knowledge sharing matters to the effectiveness of KM practice, a
framework is developed where collaborations and partnership between
organizations, technologies and processes can be done. Results are
reported from the survey of 43 employees of Philip Morris (Malaysia) Sdn.
Bhd. comprise of managers,.executives, supervisors and lower level staff.
The analysis reveals that although knowledge management is
implemented, there are still number of lacking actions in managing the
issues of knowledge contents and practice. The obstacles in many of the
knowledge content issues with particular concern on the leadership
practice, knowledge sharing and its actessibility led to the ineffectiveness
process of implementing it successfully. It concludes that the importance
of managerial values such as leadership, the culture of knowledge sharing
and how knowledge could improve employee tasks have been overlooked
in the implementation of knowledge management practice. Consequently,

this paper proposes few actions and implementation programs to be done.

Keywords Knowledge, knowledge management, information
technology, knowledge sharing, tacit and explicit knowledge, leadership.
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Measuring the Effectiveness of Knowledge Management Practice
at Philip Morris (M) Sdn. Bhd.: a Case Study

CHAPTER 1

1.

Chapter

1.1

Introduction

Today, significant development and implementation of knowledge
practice in many organizations be it in public or private sector have
brought about important challenges and benefits affecting the
success of day-to-day process of business transactions. A growing
number of organizations are embracing various kinds of managing
knowledge in a way to value their intellectual capital. More and
more organizations are implementing a knowledge management
practice to harness the ‘knowledge that resides in various form of

process, systems and the people itself.

In reviewing the literatures of the successful and most innovative
practices on knowledge management in organizations, the success
of each decision made and accon‘.lplishment of each business task
lies not only on the context of successful technological aspect,
proper process and procedure, but also on the spirit of practising
the corporate sharing culture amongst each member in the

organization.

Despite the facts that many organizations are placing proper tool of
architectures to support knowledge management practice, the

existence of knowledge gap may create a barrier in managing and
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