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Abstract  
 
Knowledge management can be a source of competitive advantage if implemented correctly. In 
today’s global business environment, project-based organizations are becoming more common. 
The implementation of project knowledge management is especially important for project-based 
organizations, which face particular obstacles in a competitive international market. Previous 
research has shown that there are several success factors critical for project knowledge 
management. Information and communication technology is identified as one of the success 
factors by several researchers. The purpose of this thesis is to provide a better understanding of 
how to best capitalize on the use of an information and communication-tool within Project 
Knowledge Management. The first research question concerns how the employees of an 
organization perceive the effect an information and communication-tool has on the final offering. 
The term “final offering” is used when referring to both the product and service offered by a 
company.  The second research question in this study regards what entice employees to use an 
information and communication-tool.  
 
This bachelor thesis aims to fulfill the purpose by conducting a qualitative study. The study has a 
deductive approach and the research strategy chosen is a case study. Interviews among employees 
of a Swedish project-based company were conducted in order to provide answers to the stated 
research questions. The data gathered for the study showed that employees perceive the use of an 
information and communication-tool to affect the final offering positively, facilitating customer 
interactions. The data further reveals that the perceived ease of use and perceived usefulness are 
main factors affecting participation and use of an information and communication-tool. 
Consequently, this study can be of use for managers implementing a PKM-initiative.  
 
 
Keywords: knowledge management, project knowledge management, organizational culture, 
information and communication technology, technology acceptance, critical success factors. 
 
 
  



 
 

Sammanfattning 
 
Knowledge management kan vara en källa för konkurrensfördelar om implementering sker på ett 
korrekt sätt. I dagens globala affärsmiljö har projektbaserade organisationer blivit allt vanligare. 
Implementring av project knowledge management är särskilt viktigt för projektbaserade 
organisationer eftersom de möter specifika utmaningar på den konkurrensutsatta internationella 
marknaden.  Tidigare forskning har visat att det finns flera framgångsfaktorer som är kritiska för 
att lyckas med project knowledge management. Informations- och kommunikationsteknologi har 
identifierats som en av framgångsfaktorerna av ett flertal forskare. Syftet med den här studien är 
att bidra till en ökad förståelse för hur man bäst tar tillvara på användningen av ett informations- 
och kommunikationsverktyg inom project knowledge management. Den första forskningsfrågan 
behandlar hur anställda inom en organisation uppfattar att informations- och 
kommunikationsteknologi påverkar det totala erbjudandet. När vi använder termen “det totala 
erbjudandet” syftar vi till produkten och servicen som företaget erbjuder. Den andra 
forskningsfrågan i denna studie berör vilka faktorer som får de anställda på ett företag att använda 
ett informations- och kommunikationsverktyg. 
 
Denna C-uppsats har till ändamål att uppnå syftet genom att utföra en kvalitativ studie. Studien 
har en deduktiv ansats och den valda forskningsstrategin är en fallstudie. Intervjuer med anställda 
hos ett svenskt projektbaserat företag genomfördes för att samla data och besvara de två 
forskningsfrågorna. Den samlade datan visar att de anställda uppfattar att ett användande av 
informations- och kommunikationsverktyg förbättrar det totala erbjudandet genom att fungera väl 
i kundmötet. Vidare visar datan att den uppfattade användbarheten och den uppfattade 
användarnyttan är faktorer som påverkar deltagandet och användandet av ett sådant verktyg. 
Följdaktligen, denna studie kan vara till nytta för ledare och chefer vid implementering av ett 
PKM-initiativ.  
 
 
Nyckelord: knowledge management, project knowledge management, organisations kultur, 
informations- och kommunikationsteknologi, teknologiacceptans, kritiska framgångsfaktorer.  
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1. Introduction 
	  
In the following chapter we present the topic for this thesis. The current research situation on the 
topic along with a general depiction of relevant areas in connection to the topic is discussed in the 
Background. The Background is followed by a Problem Discussion where the topic is narrowed 
down into an Overall Purpose. 
 

1.1 Background 
	  
Knowledge can be defined in multiple ways (Lindner & Wald, 2011). Lindner and Wald (2011) 
discuss different perceptions of the term knowledge, where the essential meaning is described as 
the individual's ability to transform skills and experience into meaningful actions. Both academics 
and practitioners have acknowledged the importance of knowledge as a fundamental basis of 
competition (López-Nicolás & Meroño-Cerdán, 2011). Chase (1997) argues that a global 
“knowledge economy” is becoming a reality. What we today call industrialized societies can also 
be described as knowledge societies, making knowledge an important strategic asset (Chatzoudes, 
Chatzoglou & Vraimaki, 2015). 
 
The global knowledge economy entails that the input of knowledge is as valuable as the product 
or service itself (Chase, 1997). Knowledge is a critical resource on the global stage for every 
organization, and if capitalized it can be a source of competitive advantage (Akhavan & Zahedi, 
2014). According to Lindner and Wald (2011) an organization can successfully create competitive 
advantage through knowledge, assuming that they hold the ability to integrate individual 
knowledge into mutual knowledge within the organization. (ibid.) 
 
Knowledge can be understood to consist of two elements, tacit and explicit knowledge. When 
guided by experience, routines, intuition and senses, tacit knowledge is being used. When 
knowledge is formulated in sentences and made accessible, it is explicit knowledge, characterized 
by being universal. The elements are not separable, but closely intertwined, interacting in the 
process of creating new knowledge. (Nonaka & Von Krogh, 2009) Organizational knowledge 
creation theory explains the process of knowledge from the individual perspective to the 
organizational level (Lindner & Wald, 2011). The theory is illustrated in Figure 1. 
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                              Figure  1:  Organizational  Knowledge  Creation  Theory  

            Source:  Adapted  from  Nonaka  (2002  p.442)  
 
Nonaka and Von Krogh (2009) suggest that to enhance the conversion and make use of new and 
existing knowledge, Socialization, Externalization, Combination and Internationalization are 
important processes. Figure 1 illustrates the four modes of knowledge conversion. The process of 
knowledge from tacit to explicit, and vice versa, is a crucial step that is particularly challenging 
for organizations (Lindner & Wald, 2011). The first mode is socialization. This mode is the process 
of creating new tacit knowledge through sharing experiences. When knowledge is converted from 
tacit to explicit, the knowledge is codified and stored. This mode is externalization, which in turn 
facilitates the next mode, combination. Since the knowledge is explicit and made accessible, the 
knowledge can be exchanged in the combination mode. Within this mode, the communication 
abilities are enhanced. The final mode, which is internalization, involves integration of knowledge 
through organizational learning. The more concrete knowledge is put to use, combining tacit and 
explicit knowledge. (Nonaka, 2002) Corporate performance is improved through the conversion 
process. The tacit and explicit knowledge expands in quality and quantity as it undergoes the 
conversion process. (Lopez-Nicholas & Soto-Acosta, 2010) 
 
When studying transfer of knowledge within an organization, social relationships of both formal 
and informal nature, play a central role. When individuals have relationships, which are of both 
natures, the relationships become multiplex and the level of trust is increased. The relationships 
create formal and informal networks where the informal networks generally form an environment, 
which facilitates a greater flow of knowledge. The informal networks become especially important 
to organizations when there is a lack of established formal processes and a need to act fast. 
(Aalbers, Dolfsma & Koppius, 2014) In global organizations, compared to national organizations, 
the informal networks are not as strong. What differentiates the global organization, are language 
and place barriers, which account for difficulties in spreading knowledge. (Desouza & Evaristo, 
2003)   
 
The flow of knowledge in organizations that occurs naturally between colleagues is often not 
enough to obtain competitive advantage (Akhavan & Zahedi, 2014). Managing the knowledge 
exchange becomes more important to efficiently seize the know-how within the organization 
(López-Nicolás & Meroño-Cerdán, 2011). Chatzoudes et al., (2015) argue that the advantage of 
organizational knowledge is the main reason for achieving success. The globalization has created 
a hyper-competitive marketplace, where the challenge of managing the intangible resource that is 
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knowledge becomes a hurdle for organizations. As all organizations compete in a global context, 
the task of spreading knowledge across borders is something they need to master. (Desouza & 
Evaristo, 2003)   
 
There is an interest internationally to pursue knowledge management approaches (Akhavan & 
Zahedi, 2014). The systematic process of creating, organizing, diffusing, using, and exploiting 
vital knowledge is known as knowledge management (KM). The concept of KM is widely spread 
among different fields of business, which has resulted in it being an area that is rapidly developing. 
(López-Nicolás & Meroño-Cerdán, 2011) Furthermore, Lindner and Wald (2011) define KM as 
involving all practices of an organization to create, store, use, and share knowledge. The discipline 
KM has evolved since the early 1990’s to support the organizational knowledge creation process 
(ibid.). 
 
A considerable amount of research has been done on KM, both theoretical and practical (Akhavan 
& Zahedi, 2014). A correctly implemented use of KM results in efficiency within organizations. 
The benefits of implementing KM efficiently include increased firm productivity, higher value for 
shareholders, and a stronger customer loyalty. Additionally, a higher degree of innovation and 
performance can be seen as a result of efficient KM. (Chatzoudes et al., 2015) Further; Fidel, 
Schlesinger and Cervera (2015) strengthen this by arguing that knowledge and innovation are 
closely intertwined concepts. They argue that many researchers have demonstrated that using KM 
and sharing knowledge can improve the innovation process. 
 
Successfully implementing KM has been shown to be a difficult task (Donate & Sánchez de Pablo, 
2015). The challenge is to adapt the implementation to the organization in question, where human 
resource management as well as leadership are factors that play a big role in the execution. 
Depending on the KM direction chosen by the leaders, an environment that either facilitates the 
implementation or creates barriers, is created. (ibid.) Managers who utilize organizational 
knowledge creation theory, can be called knowledge-oriented leaders. Within organizations, 
knowledge oriented leadership creates an environment where knowledge creation is considered 
essential for organizational development and competitive advantage. (Donate & Sánches de Pablo, 
2014) 
 
Information technology (IT) has also shown to have a significant impact on KM. The use of IT 
tools has facilitated advancement within the area since knowledge can be shared and stored more 
effectively. (Akhavan & Zahedi, 2014) Internet, intranets, and shared databases are tools that an 
organization can use to create a platform for sharing and storing knowledge. The IT tools make 
the knowledge available to the community that the knowledge itself is intended for. (Chadha & 
Saini, 2014) 
 
The culture of sharing knowledge is emphasized in KM, meaning that sets of attitudes, values, 
expectations, and people's willingness to share their knowledge is valuable. (Akhavan & Zahedi, 
2014) A study conducted by Aalbers et al., (2014) shows that multiplex relationships contribute to 
knowledge transfer more than formal-only or informal-only relationships do. To clarify, they argue 
that it creates rich ties that significantly increase the transfer of new and innovative knowledge 
(ibid.). 
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1.2 Problem Discussion 
	  
An organization which cultural environment is welcoming to employee initiatives and fosters 
learning have a positive impact on KM practices. With an innovative organizational culture, an 
environment is created where opportunities can be recognized and taken advantage of. 
(Chatzoudes et al., 2015) Management plays a central role in creating an environment that inspires 
employees to share their knowledge. There has to be an organizational culture of transparency and 
trust provided by the management. (Akhavan & Zahedi, 2014) Employees working collectively as 
a team towards common goals are a basic characteristic of an organizational climate that supports 
KM processes (Chatzoudes et al., 2015). A study conducted by Lindner and Wald (2011) shows 
that effectiveness in project based KM is heavily dependent on a knowledge culture.   
 
The transfer of knowledge usually works better within organizations that are not project-based 
since there generally are routines and processes in place to retain knowledge (Lindner & Wald, 
2011). Today, many organizations can be considered to consist of multiple small organizations 
since the activities are often divided into projects. For project teams working with a project in a 
given time period and then move on to a new project, KM becomes essential. (Todorović, Petrović, 
Mihić, Obradović & Bushuyev, 2015) Project based organizations face obstacles regarding KM 
implementation that are particular to this organizational structure. The obstacles arise from projects 
that often are unique and short-termed. Also, knowledge becomes fragmented and there are 
variables that can differ from project to project. (Lindner & Wald, 2011) 
 
The difficulties of implementation are also discussed by Todorović et al., (2015) who highlight the 
fact that only a few project based organizations succeed with KM. Research has shown that there 
is a high rate of failure regarding the use of KM systems (López-Nicolás & Meroño-Cerdán, 2011). 
Lindner and Wald (2011) adds that research that combines KM with project management (PM) is 
relatively rare. This is considered to be a problem, Todorović et al., (2015) describe the lack of 
documentation on KM success in project environments as being an issue. 
 
Research that combines PM and KM is referred to as project knowledge management (PKM) by 
Lindner and Wald (2011). The authors describe the current research situation on PKM, which 
emphasizes the importance of structure, culture, and information and communication technology. 
One way of managing the organizational knowledge is to use communication systems. Today's 
rapid development of technology has made internet-based tools available that challenge the 
traditional KM-tools. Information and Communication Technology (ICT) is a tool that simplifies 
the process of converting tacit knowledge into explicit knowledge. (Nath, 2015) The majority of 
the respondents in the international survey, conducted by Chase (1997), describe the ICT-tools as 
being effective or very effective. ICT can reduce transaction costs and improve information 
exchange and management both internally and externally. Furthermore, ICT can strengthen 
collaboration and enable an international workplace where teams become global. The physical 
workplace becomes less important. (Franco & Pissarra, 2012) 
 
Making knowledge accessible could be compared to the transfer and sharing of knowledge, as well 
as storage and retrieval of knowledge (Lindner & Wald, 2011). As already mentioned, Nonaka 
(2002) suggests four processes to convert knowledge. The ones to foremost focus on when 
discussing ICT are externalization and combination, according to Chatzoudes et al. (2015). On the 
other hand, Lopez-Nicholas and Soto-Acosta (2010) claim that all four processes are of importance 
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and are enhanced by the use of ICT. Despite this claim, they mention that a previous study has 
shown that the combination mode is the only one that can be significantly influenced by ICT 
(ibid.).   
 
To obtain organizational learning, individuals are required to participate in the process of 
organizational knowledge creation theory. Through the four modes knowledge is shared, 
articulated, and made available to others. (Lopez-Nicholas & Soto-Acosta, 2010) Lindner and 
Wald (2011) discuss the fact that previous research has provided varied results when studying how 
ICT impacts PKM. However, studies by both Lindner and Wald (2011) and Akhavan and Zahedi 
(2014) have concluded that the positive effect of ICT cannot be denied. Organizations cannot 
ignore the impact that new ICT’s have had on the creation and communication of knowledge 
(Lopez-Nicholas & Soto-Acosta, 2010). 
 

1.3 Overall Purpose and Research Questions 
	  
Based on the problem discussion above, the overall purpose for this thesis is to provide a better 
understanding of how to best capitalize on the use of an ICT-tool within Project Knowledge 
Management. In order to fulfill the purpose, the two following research questions will be answered. 
 
RQ1: What are the employees’ perceptions about the effect that a knowledge management ICT-
tool may have on the final offering? 
 
RQ2: What are the main factors that entice employees to participate and use a knowledge 
management ICT-tool? 
 

1.4 Overview of Entire Thesis 
	  
Chapter one of this thesis included a background and a problem discussion that landed in an overall 
purpose for the thesis. Chapter one narrowed down and closed in on the topic that the study will 
cover. The complete thesis will be organized as illustrated in Figure 2. Following the Introduction 
in chapter one is the Literature Review. Chapter two contains relevant research connected to our 
research purpose and culminates into a conceptual framework. In chapter three, the methodological 
approach is presented. The Methodology chapter motivates our choice of data collection and 
analysis. Chapter four consists of the Data Presentation, followed by the analysis of data in chapter 
five. The Data Analysis is where we make sense of the presented data. The final chapter, Findings 
and Conclusions, contains findings for this thesis and recommendations for further research. 
 

 
Figure  1:  Thesis  Outline  
  

Chapter  1:  
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Literature  
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2. Literature Review 
 
In this chapter several relevant studies regarding the Overall Purpose and Research Questions 
are presented. The most essential studies and theories for the topic are discussed and used to 
create a conceptual framework. 
 

2.1 Success Factors in Project Knowledge Management 
 
Lindner and Wald (2011), Akhavan and Zahedi (2014) and Todorović et al., (2015) center their 
studies around PKM. They all highlight the fact that KM faces additional challenges in 
organizations, which are project-based. These challenges, as mentioned in the problem discussion, 
involve the uniqueness of projects and the changing constellation of individuals within teams 
(Lindner & Wald, 2011). 
 
All three studies present factors of importance regarding PKM. Lindner and Wald (2011) divide 
factors affecting PKM-effectiveness into three different groups; Culture and Leadership, 
Organization and Processes, and ICT-systems. These are illustrated in Figure 3. Culture and 
Leadership are critical factors for PKM-effectiveness. As part of this group, the factors’ informal 
networks, namely tolerance, project culture, and management commitment proved to be the most 
important PKM success factors. The next group, Organization and Processes, involving control 
and coordination of KM activities, does also have a significant impact on PKM. The third group, 
ICT-systems, has a positive impact on PKM-effectiveness. The ICT-systems are described as 
being crucial to facilitate the knowledge culture, complementing culture and leadership. (ibid.) 
 
 

 
  
                

        Figure  3:  Critical  Success  Factors  PKM  
 
Information technology and organizational culture are also emphasized as success factors by 
Akhavan and Zahedi (2014). Using ICT-systems and creating an organizational culture supporting 
employees in the process of sharing and storing knowledge are critical success factors for PKM. 
Guidelines establishing the knowledge structure are the foundation of the KM process. (ibid.) 
 
Todorović et al., (2015) stress the importance that the environment has on critical success factors. 
A systematic approach determining the specific success factors of a project and documentation of 
projects are essential to achieve success in PKM. The project success analysis framework aims to 
enhance KM in a project environment by identifying the specific success factors and key 
performance indicators. It is the guidelines of how PKM should be carried out, shaping a 
knowledge structure. (ibid.) 
 
The modern business environment with a lot of project-based organizations has created a setting 
where knowledge sharing needs to be adapted. This means that there is a greater need for 
knowledge to flow across boundaries. (Mueller, 2015) As discussed in the background, knowledge 

Organization  
&  Processes  

Culture  &  
Leadership   ICT-Systems  
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can be shared through both formal and informal networks. The informal sharing of knowledge has 
shown to grow from corporate values. The process of cross-boundary knowledge sharing is 
affected by organizational cultural characteristics. (ibid.) This brings us to the next section; Culture 
and PKM. 
 

2.2 Culture’s effect on Project Knowledge Management 
 
Lindner and Wald (2011), Akhavan and Zahedi (2014) and Mueller (2015) have established 
culture as being a critical success factor in PKM.  An organizational culture can either favor or 
hinder the process of knowledge sharing (Akhavan & Zahedi, 2014; Mueller, 2015). 
Organizational culture can be explained as having three layers; basic assumptions, values, and 
artifacts. When studying organizational culture, values is the most common layer to focus on. 
(Alavi et al., 2005) Alavi et al., (2005) describe values as the beliefs of a cultural group, the social 
norms that are visible and debatable. The values of an organization and social group behaviors are 
therefore linked together. (Alavi et al., 2005) 
 
When implementing KM-processes, it is important that the organization introduces employees to 
attitudes, ideas, and behaviors. Being a part of a community, the personal outcome of taking part 
in the KM-processes can provide a positive influence to knowledge sharing. This encourages 
employees to understand the importance of sharing knowledge. A transparent and trustful 
environment are cultural aspects that influence knowledge sharing.  (Akhavan & Zahedi, 2014) In 
addition to a trustful environment, Chatzoudes et al., (2015) state that an organizational climate 
can foster KM through creating a feeling of belonging to a team and working collectively towards 
goals. Cultural values and social group behaviors influence KM (Alavi et al., 2005). Both “good” 
and “bad” values can exist within an organization. Good values can be willingness to share, 
trustfulness, and openness, while bad values can be information hoarding. (ibid.) 
 
In addition to the cultural environment of an organization, national culture can also affect KM. 
When managing knowledge across borders, cultural differences need to be considered. The 
Hofstede framework suggests that culture has five dimensions; power distance, uncertainty 
avoidance, individualism, femininity, and time horizon. Each dimension may affect the use and 
sharing of knowledge. For instance, whether a culture is more individualistic or collectivistic, can 
influence how information and knowledge flow among employees. In western societies the culture 
can be considered individualistic, and the flow of knowledge to be formal. For such cultures, where 
electronic media are commonly used for knowledge exchange, IT facilitates communication. 
(Desouza & Evaristo, 2003) ICT-systems work as a supporting tool and can lead to enhanced 
PKM-effectiveness. It is this, combined with a culture, that fosters knowledge sharing (Lindner & 
Wald, 2011).   
 

2.3 Information and Communication Technology 
 
Globalization is causing new challenges within the area of KM. (Desouza & Evaristo, 2003) 
Simultaneously, ICT offers possibilities by strengthening collaborations and enabling transfer of 
knowledge even when cultures differ and the workplace is not shared (Franco & Pissarra, 2012). 
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Rapid development and improvement of ICT in the recent years is affecting the way business is 
managed. The ICT-tools available today facilitate sharing of knowledge both internally and 
externally, as well as formally and informally. Using ICT when sharing knowledge can improve 
an organization’s efficiency. (Luo & Bu, 2016) Competitive advantage and an improved service 
or product can be attained by nurturing the relationships between the employees within an 
organization. An internal ICT-tool can provide this by enhancing communication and 
collaboration. (Franco & Pissarra, 2012) 
 
ICT includes technology systems for communication, such as e-mail, telephones, web portals, and 
platforms, but also systems for storage and retrieval of information (Lindner & Wald, 2011). Luo 
and Bu (2016) suggest that the ICT strategy of an organization can foster an effective information 
and knowledge flow. As previously discussed, ICT is defined as being a key success factor in 
PKM. (Chase, 1997; Akhavan & Zahedi, 2014; Nonaka & von Krogh, 2009; and Lindner & Wald, 
2011) 
 
Making knowledge accessible could be compared to the transfer and sharing of knowledge, as well 
as storage and retrieval of knowledge (Lindner & Wald, 2011). Nonaka (2002) suggests four 
processes to convert knowledge in the organizational knowledge creation theory. Socialization is 
the communication and enhancement of tacit knowledge. Externalization is the codification of tacit 
knowledge, while combination is the creation of knowledge as well as the exchange between 
individuals. Internalization is the integration and use of knowledge. (Chatzoudes et al., 2015) 
 
ICT supports the processes of the organizational knowledge creation theory since it is “used to 
create, produce, analyse, process, package, distribute, receive, retrieve, store and transform 
information and knowledge” (Franco & Pissarra, 2012, p.291) Luo and Bu (2016) reinforce this 
when stating that ICT is central for organizational learning, knowledge development, knowledge 
sharing, and integration. Lopez-Nicholas and Soto-Acosta (2010) reveal that the use of ICT 
enhances organizational learning through knowledge creation. This stems from ICT positively 
affecting the processes of organizational knowledge creation theory (ibid.). When using ICT, 
knowledge is more easily codified. ICT can simplify the process of sharing, searching, and locating 
knowledge. In addition, ICT makes knowledge more easily accessible for all within the 
organization. (Luo & Bu, 2016) The use of ICT is also found to positively affect the learning of 
individuals within an organization (Nath, 2015). 
 
The use of internet-based technologies, which offer peer-to-peer interaction, enables participation 
and collaboration. These aspects are what the newer generation of ICT entails, creating a KM 
environment that involves the positive elements and avoids the disadvantages of traditional KM. 
A positive element of traditional KM that is capitalized on, is the suitability for business 
environment, while a disadvantage that is avoided is the limited opportunities for simultaneous 
collaboration. (Nath, 2015) An example would be an interactive ICT-platform that is used to 
exchange knowledge between employees within an organization (Franco & Pissarra, 2012). Franco 
and Pissarra (2012) highlight the importance of a tool within KM that relies on collaboration and 
participation. This kind of internal interactive platform has a resemblance to what Nath (2015) 
calls wiki. Wiki is a web-based tool for information sharing. It can for example include question 
and answer dialogues and a search engine. Wikis are commonly used to share solutions for 
problems and storing the information for future need. (Nath, 2015) 
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2.3.1 Acceptance and Use of ICT-tools 
 
The level of participation in KM and the use of an ICT-tool can be affected by different incentives. 
An employee can volunteer to contribute, either by gaining informal recognition, or due to a formal 
reward system. Further, a factor affecting the level of participation is the individual's excitement 
about the subject. (Nath, 2015) Participation is crucial for ICT to improve organizational 
performance. Though, technology is not always mutually accepted and used by employees within 
an organization. (Davis, Bagozzi & Warshaw, 1989) 
 
The Technology of Acceptance Model (TAM) provides an understanding of how external factors 
impact internal beliefs, attitudes, and intentions. TAM explains how users accept new technology 
based on two particular beliefs; perceived usefulness and perceived ease of use. (Davis et al., 1989) 
The TAM is presented in Figure 4. 
 
 

 
Figure  4:  The  Technology  Acceptance  Model  
Source:  Adapted  from  Davis  et  al.,  (1989  p.985) 
 
The external variables affect the users’ perceived usefulness and perceived ease of use of the 
system. The perceived usefulness is the employee’s subjective apprehension of how the use of the 
technology would increase his or her job performance. The perceived ease of use is, on the other 
hand, the employee’s apprehension of how much effort that would be needed when using the 
technology. The perceived ease of use influences the perceived usefulness as well as the attitude 
towards using. However, the perceived usefulness affects the attitude towards using the system 
and subsequently, behavioral intention to use. Thus, behavioral intention to use is also influenced 
directly by the attitude towards using. As shown in Figure 3, all of the above mounts to the actual 
system use. (Davis et al., 1989) 
 
Nath (2015) found support for the fact that the use of ICT can positively affects learning within an 
organization. The modern ICT-tools provide a KM environment where users experience 
convenience in the learning process, in other words, ease of use. An ICT-platform provides the 
possibility to assemble knowledge and expertise in one place, which generates usefulness and ease 
of use. (Nath, 2015) The actual system use of an ICT-platform can enhance collaborations between 
departments and project-teams (Franco & Pissarra, 2012). 
 
The benefits of KM involve enhancement of an organization's offerings (Alavi et al., 2005). An 
ICT-platform is a KM-tool that if implemented correctly, can be a source of competitive advantage 
(Franco & Pissarra, 2012). One of the conditions that enables an ICT-tool to contribute to a 
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competitive edge, is an organizational culture, which adopts values that reinforce KM-activities 
(Alavi et al., 2005). ICT becomes especially important in PKM since it serves as a problem solver 
for the challenges specific for project environments (Lindner & Wald, 2011). 
 

2.4 Conceptual Framework 
 
Theory discussed in the previous sections serves as an underpinning to the conceptual framework. 
The research questions are conceptualized separately. A graphical conceptual framework, 
intertwines the two, finalizing this chapter.   
 

2.4.1 Conceptualization of Research Question One 
 
What are the employees’ perceptions about the effect that a knowledge management ICT-tool may 
have on the final offering?   
 
Research question one looks at how employees perceive the effect that ICT-tools may have on an 
organization. The term “final offering” is used to cover both the product and service offered by a 
company. From the literature we can establish that ICT facilitates PKM and has a positive effect 
on an organization’s offering (Alavi et al., 2005). It is for this reason that this study will focus on 
the employees’ perception of ICT-tools. ICT has been shown to contribute to KM by enhancing 
collaboration and communication (Franco & Pissarra, 2012). The efficiency of an organization can 
also be enhanced by ICT enabled KM-activities (Luo & Bo, 2016).  Gaining insight into what 
employees think of an ICT-tool, specifically by considering previously stated effects such as 
collaboration, communication, and efficiency, will provide a better understanding of what the ICT-
effects are. 
 
As a foundation for this study relevant articles by Nonaka (2002), Nonaka and Von Krogh (2009), 
Lindner and Wald (2011), Lopez-Nicholas and Soto-Acosta (2010), and Chatzoudes et al., (2015) 
will be used. These articles provide the necessary theoretical underpinning to answer research 
question one. More specifically, this theory is the organizational knowledge creation theory with 
the four processes socialization, externalization, combination, and internalization (Nonaka, 2002). 
The use of ICT has been shown to positively affect the four modes. (Lopez-Nicholas & Soto-
Acosta, 2010) Theory will enable us to better understand and evaluate an ICT-tool used for a PKM-
initiative.  
 
For research question one, the organizational knowledge creation theory will serve as the 
foundation, complemented by the articles by Franco & Pissarra (2012), Nath (1997), Lindner and 
Wald (2011), and Luo and Bu (2016) all of whom discuss the effects of using an ICT-tool in 
PKM.   
 
The conceptualization of research question one results in the proposition that the use of an ICT-
tool not only facilitates, but also has a positive impact on organizational knowledge creation. 
Furthermore, the use of an ICT-tool creates positive effects for employees and the organization, 
resulting in an improved final offering. 
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2.4.2 Conceptualization of Research Question Two  
 
What are the main factors that entice employees to participate and use a knowledge management 
ICT-tool? 
 
The aim of research question two is to create an understanding of what makes employees of an 
organization willing to participate and use an ICT-tool. Therefore, the Technology Acceptance 
Model, or TAM (Davis et al., 1989) will be central for this study. The TAM was originally used 
to determine the factors affecting technology acceptance. The perceived usefulness and the 
perceived ease of use are the two factors that can be used to predict adoption and subsequent use 
(ibid.). For this study, the two factors lay the foundation for answering research question two. In 
order for ICT to improve an organization’s performance, it needs to be used, whereupon 
participation becomes crucial (ibid.). 
                           
Studies conducted by Lindner and Wald (2011), Akhavan and Zahedi (2014) and Mueller (2015) 
all highlight that organizational culture may affect PKM-activities. Moreover, the willingness to 
participate in PKM-activities may also be affected by the organizational culture (Akhavan & 
Zahedi, 2014). A study by Alavi et al., (2005) is of particular significance to this study as it brings 
up the notion that the values of an organization can be either good or bad, consequently influencing 
the employee participation. Furthermore, the incentives to participate, formal and informal 
recognition, influence the actual use (Nath, 2015). Recognition, as well as the cultural values, are 
considered to be external variables affecting the use of an ICT-tool. 
 
The conceptualization of research question two lands in the proposition that the use of an ICT-tool 
depends on the organizational values, incentives for participation, perceived usefulness and 
perceived ease of use. “Good” organizational values, informal/formal recognition for participation, 
and a high degree of perceived ease of use and usefulness should positively affect the employees’ 
intention to use an ICT-tool. 
 
The conceptual framework for research question one and two is illustrated in Figure 5. The upper 
image aims to illustrate the conceptualization of research question one, while the image underneath 
refers to research question two. As mentioned previously, the actual use of the tool itself is required 
to cause some effect. This connects both research questions one and two, and is illustrated by the 
arrow between the images in Figure 5. In other words, an ICT-tool cannot be effective unless it is 
used. 
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3. Research Methodology 
	  
In this chapter, the methodological decisions of this thesis are presented. The following will be 
discussed: The Research Purpose, the Research Approach and Research Strategy, the Case and 
Sample Selection, the Data Collection, the Data Analysis and Validity and Reliability. 
 

3.1 Research Purpose 
 
Research purposes can be divided into three different types; descriptive, exploratory, and 
explanatory (Saunders, Lewis & Thornhill, 2009). This study has a descriptive and an exploratory 
research purpose. Descriptive research can either be used on its own or in combination with 
exploratory or explanatory research (Denscombe, 2014). Saunders et al., (2009) describe 
descriptive research as a means of accurately portraying people, events, or situations. This is what 
this study aims to do, and a descriptive research purpose is therefore chosen. The thesis does also 
have traits of an exploratory research purpose. It is used when seeking new information, gaining 
insight, and trying to understand what is happening (Saunders et al., 2009). The reason for this 
thesis including elements of exploratory research is that the study explores the topic and looks at 
different aspects of it. 
 

3.2 Research Approach 
 
There are differences to research depending on the approach, which can be of either a deductive 
or an inductive nature. Research using a deductive approach is characterized by developing a 
theory or hypothesis and then putting it to test. On the other hand, an inductive approach starts 
with observation and formulates theory based on the analysis of the gathered data. (Saunders et 
al., 2009) This study is based on previous theory, which is conceptualized in a framework. 
Consequently, the research approach is deductive. 
 
Furthermore, the research approach can be either qualitative or quantitative. The main difference 
between these two approaches is what kind of data that is used. Deciding on which approach to 
adopt should depend on how the data are to be collected. (Denscombe, 2014) For this study, a 
qualitative approach would be more appropriate. A qualitative approach uses words instead of 
numbers to create a better understanding of the phenomenon under study and is more common in 
small-scale studies where the researchers have direct access to the data in order to conduct the 
analysis. (ibid.) The reasons for choosing a qualitative approach for this thesis are that it is a small 
study, in which the data have been collected via interviews. Also, the overall purpose is to provide 
a better understanding of how to best capitalize on the use of an ICT-tool within Project Knowledge 
Management, which further motivates the decision to use a qualitative approach.  
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3.3 Research Strategy 
  
“A strategy is a plan of action designed to achieve a specific goal” (Denscombe, 2014, p.18). When 
deciding on what research strategy to use, the suitability needs to be determined. The strategy 
needs to be useful and appropriate in relation to the purpose. (ibid.) The research strategy adopted 
for this thesis is a case study. A case study is used when trying to understand the relationship 
between factors as they operate within a particular environment (ibid.). The overall purpose of the 
thesis is to gain a better understanding of the situation, therefore a case study would be 
appropriate.   
                                                                                 
A case study is the preferred strategy when questions that ask “what”, “why”, and “how” are stated. 
(Denscombe, 2014) Going hand in hand with the qualitative research, case studies are appropriate 
when studying small-scale projects, where the aim is to “illuminate the general by looking at the 
particular”. (Denscombe, 2014, p.63)        
   

3.4 Data Collection 
 
When a research strategy is chosen, a decision on the process of data collection can be made. There 
are two types of data, primary and secondary (Saunders et al., 2009). Secondary data is the already 
existing data, which has been collected for another purpose. Primary data is the new information, 
collected by the researcher with the purpose of the study in mind. (ibid.) In this thesis, we are 
guided by secondary data from the literature, although, the method for this thesis involves 
collecting primary data. In the social sciences there are four methods of collecting data, namely 
questionnaires, interviews, observation, and documents (Denscombe, 2014). The method of 
interviews is suiting when wanting to gain data dealing with topics in detail. Moreover, interviews 
are flexible and can be adjusted to capture the details. (Denscombe, 1998) Interviews have the 
advantage of requiring only simple equipment and, since they are prearranged, they normally have 
a high response rate (Denscombe, 2014).  These are the reasons as to why we have selected 
individual interviews as our primary data collection method. 
 
The interviews are semi-structured. Semi-structured interviews involve a specific list of questions 
to be asked, although room for flexibility is given (Denscombe, 2014). The interviews may differ 
from one another as the questions may vary slightly depending on the answers given (ibid.). Face-
to-face interviews are preferred since it enables the the interviewer to ask more complex questions 
and to clarify if necessary. Participants’ trust is also more easily gained in face-to-face interviews. 
(Saunders, 2009) Most of the interviews for this study were conducted face-to-face. Though, a few 
interviews were conducted via telephone. 
 
Within all types of research, ethics is a fundamental feature. Before collecting data, it is important 
to get consent from the participants. (Denscombe, 2014) For this study, approval from the 
interviewees and the organization is necessary. There are four principles for conducting research 
ethically (Denscombe, 2014). The interest of the participants should be protected, participation 
should be voluntarily and based on informed consent. The researchers should be honest and open, 
and finally the research should comply with the law. (ibid.) Therefore, the interviewees were 
informed that they have the right to end the interview at any time, and that they have the choice to 
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not answer a question. The participants have the right to anonymity and if the interviewer wishes 
to record the interview, consent from the interviewee is needed (Denscombe, 2014). 
 

3.5 Case and Sample Selection 
 
The idea of a case study is that the focus is very narrow, insights can be gained by concentrating 
on one case rather than many. The researcher needs to make a conscious decision on what case to 
select.  It is the attributes of the case that guide the decision, it needs to be relevant and suitable 
for the theoretical issue. (Denscombe, 2014) The case study was conducted on a Swedish project-
based organization, a telecommunication service company providing international customers with 
ICT solutions. The company provides solutions both for the domestic and international market, 
conducting business beyond the Swedish border. The company cannot be mentioned by name in 
this thesis. The case to study is a specific internal ICT-tool that the company uses to spread 
knowledge and information within the organization. The platform is interactive, allowing 
employees to ask and answer questions. The questions and answers are stored on the platform, 
functioning as a database of knowledge and information.  It also offers a search engine, where the 
employees can locate the stored information. The organization calls the ICT-tool a community, 
since the purpose is to provide a platform from where employees can help each other. The case 
was chosen for this study because of its accessibility, but foremost since the organization uses an 
ICT-tool as a PKM-initiative, providing us with the opportunity to fulfill the purpose of this study.   
 
Sampling decisions are made in order to avoid collecting data from every member in the research 
population (Denscombe, 2014).  Non-probability sampling is the likely choice when conducting 
interviews. The reason for this is that the interviewer makes deliberate decisions about whom to 
interview, based on the special contribution they can give, their position or insight. (Denscombe, 
1998) Non-probability sampling was chosen since the availability of interviewees could not be 
controlled, we had to adapt the sample to the conditions made by the organization. 
 
The sample consists of twelve employees from different departments within the organization, who 
hold specific insight that is relevant to this study. More specifically, the interviewees consist of 
both users and writers of the ICT-tool. The users are the ones that hold customer relations and 
primarily use the platform to gain information and knowledge, while the writers deliver the product 
and perform support activities. They are responsible for providing the knowledge through the ICT-
tool. 
 

3.6 Data Analysis 
 
After the data collection is carried out, the data need to be prepared by transcribing the interviews 
conducted for the study. When the data are transcribed, the researcher can proceed with the 
analysis. (Denscombe, 2014) Saunders et al., (2009) recommend a three step process to analyze 
qualitative data. The steps are: 
 
 
 



ICT  as  a  PKM-tool  and  its  Effect  on  the  Final  Offering  
 

 16 

1.   Data Reduction 
2.   Data Display 
3.   Drawing and Verifying Conclusions 

 
The first step consists of the summarization and simplification of data. The second step, data 
display involves organizing the reduced data from step one. The last step is somewhat self-
explanatory, conclusions are drawn and the data are verified, making the data meaningful. 
(Saunders et al., 2009) 
 
We propose theoretical propositions to be a suitable strategy when analyzing the data. A theoretical 
proposition is the most preferred strategy when conducting a case study (Yin, 2003). Using a 
theoretical proposition strategy means that since the literature review, research questions, and data 
collection plan, are shaped by the theoretical proposition, the priorities when analyzing the data 
should be given. (ibid.) This is the chosen method for this study. 
 
Further, the strategy pattern-matching has been chosen. When conducting a case study, pattern-
matching is a desirable strategy (Yin, 1994). Logic patterns are discovered by comparing the data 
with predictions from the literature. (ibid.) The data collected from the interviews have been 
compared to existing theory in the conceptual framework. 
 

3.7 Validity and Reliability 
	  
Two important criteria within research are validity and reliability (Yin, 2003). Validity is a 
measure of the degree to which we observe, identify and measure what we should measure. While 
reliability is to what degree the measuring is stable and reliable, minimizing errors and biases in 
the study. (ibid.) 
 
For this thesis, it is especially important to consider the quality of the interviews. An advantage of 
interviews is that the direct contact can increase the validity of the study, since the data are checked 
for accuracy and relevance instantly (Denscombe, 1998). On the other hand, the result of 
interviews has the disadvantage of being impacted by the human factor. For an interview to be 
reliable, the interviewer needs to be consistent and objective. Validity and reliability need to be 
assessed when justifying the methods and conclusions of the research. (ibid.) 
 
When it comes to empirical social research, such as case studies, there are four tests used to 
establish the quality of the research (Yin, 1994). The four tests shown in Figure 6 are Construct 
Validity, Internal Validity, External Validity and Reliability. 
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                Figure  6:  The  Four  Tests  
                Source:  Adapted  from  Yin  (1994,  p.33) 
 
Construct validity is especially important in case study research (Yin, 1994).  Therefore, correct 
operational measures need to be taken into account when conducting this study. We have 
established construct validity by conceptualizing existing theory into a framework. The framework 
lays the foundation for the interview guide, consequently supporting our questions by grounding 
them in the literature. Validity is further established by having peers and supervisors reviewing 
drafts of the study.   
 
Internal validity is not relevant for this study since it only regards explanatory studies (Yin, 1994). 
As previously stated, this study is not explanatory, but descriptive and exploratory. 
 
External validity concerns the generalizability of the study. It can be a barrier for case studies since 
critics describe single cases as having poor basis for generalizing (Yin, 1994). Though, this is not 
accurate, critics are contrasting case research with survey research. The case study relies on 
analytical generalization and not statistical generalization as survey research does. Regarding 
establishing external validity, generalization will not be possible in this study. With a single case, 
it may be difficult to fully generalize the conclusions. In order to do so, several replications would 
be needed (ibid.). Though, with the conceptual framework based on existing theory, we reduced 
the risk of false conclusions and enhanced the external validity. 
 
Reliability is important for all research, and case studies are no exception. It is not the replication 
of the results by doing another case study that is of importance, the emphasis should lay on being 
able to replicate the case all over again, with the same results. (Yin, 1994).  To ensure high 
reliability, clear descriptions of the data collection and the data analysis are included in this study. 
Together with an elaborate interview guide, it reduces the risk of biases and errors, improving the 
possibility to replicate the study (ibid.). 
 
 
  

• Construct  Validity:  establishing  correct  operational  measures  for  the  concept  being  
studied    
  

• Internal  Validity:  establishing  a  casual  relationship,  whereby  certain  conditions  are  
shown  to  lead  to  other  conditions,  as  distinguished  from  spurious  relationships  (for  
explanatory  or  causal  studies  only)  

  
• External  Validity:  establishing  the  domain  to  which  a  study’s  finding  can  be  generalized    
  
• Reliability:  demonstrating  that  the  operations  of  a  study  –  such  as  the  data  collection  

procedures  can  be  repeated,  with  the  same  results  
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4. Data Presentation  
 
This chapter will present the data collected for this study. The data were collected through twelve 
interviews conducted among employees at a Swedish business-to-business service company, 
offering ICT solutions. We will present the empirical findings, pertaining to our research 
questions, where the effect of the internal ICT-tool is evaluated. More specifically, this ICT-tool is 
an interactive platform used to exchange knowledge between employees. The data gathered from 
interviews will be compiled to present one research question at a time, following the order of the 
interview guide.  
 
Each interview was initiated by finding out basic information for both research questions. Every 
interviewee was asked if they primarily define themselves as writers or users of the ICT-tool, as 
well as how often they visit the platform. The sample consists of five users and seven writers. Out 
of those, seven of the interviewees stated that they visit the ICT-tool every week. Three 
interviewees claimed to be active at least once a month, while the remaining two very seldomly.  
 

4.1 Research Question One 
 
What are the employees’ perceptions about the effect that a knowledge management ICT-tool may 
have on the final offering? 
 
Connected to the process of socialization, the first question asked regarded if the interviewees use 
the platform to share their experiences. Out of the twelve participants, eight said that they do, while 
four said that they do not. Seven writers and one user use the platform for sharing purposes. The 
one user who shares, motivated this by explaining that she had previously held a position where 
she would have been a writer and therefore she possesses knowledge that is suitable for sharing.  
 
Further, the interviewees were asked how they value the ICT-tool specifically with regard to 
knowledge and information sharing. All users described the tool as having a high value. The 
answers were motivated by it being a source of high quality information, although what many 
described as important for the value, is a high degree of participation. Both users and writers 
stressed the fact that participation is needed to create a “critical mass” of knowledge and 
information available on the platform. This would in turn, create a higher value for all 
participants.  Two of the seven writers did not find the ICT-tool to be valuable for sharing. They 
described the tool to be lacking for the purpose of sharing information, and said that they did not 
see any positive effects from using the tool. Overall, ten out of twelve interviewees found the value 
of the ICT-tool to be high. Notwithstanding the fact that the majority seemed to agree about the 
value of the platform, concerns about the quality of the information were raised. There are two-
parted opinions regarding whether the information and knowledge on the platform is reliable. 
Some interviewees thought that the reliability and high quality is the platform’s strength, while 
others were concerned that the information may not be updated, and requested quality controls.   
 
The next questions were based on the second process of the organizational knowledge creation 
theory, externalization. First we asked whether the interviewees see a purpose in storing 
knowledge and information with an ICT-tool and if this is something they believe they could 
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benefit from. All twelve participants found a purpose in storing knowledge and information. The 
majority answered that they do benefit from the storing of knowledge and information with the 
help of the ICT-tool. Though, one writer was concerned about keeping the information fresh and 
updated, expressing doubt about the benefits of the platform.  
 
Another question concerning externalization specifically asked what the interviewees think about 
the format of the ICT-tool regarding the possibility to store knowledge and information. The 
answers were diverse, and no patterns between or within the two groups were identified. Seven of 
the participants believed that the format was suitable. The format lived up to their expectations 
and was described as sufficient enough to store and codify knowledge. Some of the interviewees 
who found it suitable, still believed that there was room for improvement. One suggestion that was 
mentioned a number of times, was to improve the ability to categorize the questions and answers 
on the platform. A positive aspect mentioned regarding the storing with the help of the ICT-tool 
was that the information and knowledge is stored in one place, avoiding the issues of several 
sources. Furthermore, one respondent felt that the format was insufficient and that another ICT-
tool could have been more suitable. Four interviewees did not have an opinion of the matter, two 
of whom rarely use the tool and felt that they could not answer the question.  
 
The third process, combination, lays the foundation for the next two questions that were asked. 
When asking if they see a purpose with using an ICT-tool to exchange knowledge, compared to, 
for example, e-mail, all of the participants had a positive apprehension. The ICT-tool was 
considered to have advantages, such as offering a structured channel of information and a 
community-environment where one is encouraged to participate. The information exchanged 
becomes visible to all participants, making the information and knowledge more accessible. The 
argument that the ICT-tool comes in handy when one is not comfortable asking a question directly, 
or if not knowing who to ask, was also raised as a positive. Still, some interviewees mentioned that 
they consider the tool to complement face-to-face interaction, since it does not facilitate the 
dialogue needed in complex situations.  
 
In connection to asking the interviewees to compare the ICT-tool with traditional tools, several of 
the participants once again raised the question about quality. One participant spoke about the 
advantage of “one source” of information, where the interviewee considered the ICT-tool to offer 
a higher quality than traditional tools. At the same time, many of the interviews took a turn when 
the interviewees returned to discussing the process of storing knowledge. The issue many of the 
interviewees spoke about was the challenge to keep the information updated, requesting 
maintenance of the platform in order for it to hold correct information. The concern is the reason 
for why some of the participants do not fully trust the platform and prefer to use more traditional 
ways of exchanging information.  
 
The second question regarding combination, was whether the participants think that the ICT-tool 
has affected the exchange of knowledge and information at their workplace. There were different 
opinions within the groups of writers and users. The majority believed that it had, in fact, affected 
the exchange. One interviewee mentioned that he experienced a decrease of incoming e-mails and 
that he less often had to answer the same questions repeatedly. The decreased amount of e-mails 
was a common effect mentioned by writers. The users which had noted an effect on the exchange 
of knowledge mentioned that the information has become more accessible.  Some participants did 
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not see an effect from the implementation, and some said they did not know if the tool have had 
any effect. One participant motivated the lack of an effect with that it can be hard to break old 
habits which hinder participation and ultimately the effect on the exchange of knowledge and 
information.  
 
The next two questions asked were derived from the fourth and last process of the organizational 
knowledge creation theory, internalization.  The interviewees were asked whether they use the 
knowledge and information that is shared, via the ICT-tool in their work. The information and 
knowledge on the platform is intended for the users and are supposed to be provided by the writers. 
The interviews conducted establish that this is how it works in reality. It is mainly the users who 
say that they use the platform, though, some writers are still making use of the information and 
knowledge available. To understand how the knowledge on the ICT-platform is put to use, a 
question was asked regarding if the participants find the ICT-tool to be more useful in any specific 
work-situation. Ten out of twelve interviewees mentioned “customer interaction” to be a situation 
where the platform could be especially useful. Both writers and users described that their activity 
on the platform mainly regarded questions in connection to customer interactions.   
 
As a complement to the organizational knowledge creation theory, questions about more distinct 
effects were asked. The first question regarding effects was rather open, as the participants were 
asked what consequences they believe that the ICT-tool brings. Depending on how thoroughly the 
interviewee resonated and responded, further questions about effects on cooperation, 
communication, and efficiency were asked. The answers to these questions varied a lot. When the 
more open question was asked, effects such as being able to answer the customers more quickly 
and effectiveness were brought up. Interviewees also answered that it is a good way to save and 
retain information in one place which in turn provide the effect that knowledge is spread and made 
accessible for more employees. One interviewee described that he thought that an environment 
where people wish to share has been created and that the way the employees carry out their work 
and handle knowledge has changed slightly. For example, two writers specifically mentioned that 
they have started to refer to the platform when they get questions. 
 
When continuing to ask about specific effects some found that the use of the ICT-tool have had an 
effect on cooperation and communication within the organization. While a fairly equal amount did 
not. A few participants believed that the cooperation and communication between specific work-
teams has improved, though this was not a general opinion. Half of the sample believed that the 
efficiency has increased while a couple of interviewees believed that it has decreased. Some 
believed that it could have both a positive and a negative effect on efficiency, and some had no 
opinion. Those who had seen a positive effect, found that the time spent on answering repeating 
questions and searching for answers to questions, had decreased. Consequently, making it possible 
to spend more time on working with important assignments, increasing the efficiency. Others, who 
were negatively opinionated, stated that the ICT-tool may cause the response time of getting a 
question answered, to be much longer than if going directly to the source. Making the daily work 
inefficient.  
 
Regarding the perceived effect, many interviewees mentioned that they see a lot of potential in the 
ICT-tool. They believe that the benefits gained from the use can increase if the “critical mass” of 
information and knowledge is reached. The potential of the ICT-tool has recurred during the 
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interviews and when the participants were asked if they believe that the tool affects the final 
offering they all said yes. Once again, many motivated their answers by stating that an increased 
use of the platform provides a knowledge-base which in turn result in a better service towards 
customers. The participants highlighted that the platform function as a support tool, that it can lead 
to faster and better responses, and increased efficiency.  
 
Table 1 is a selection of the data gathered, presented to provide an overview of the text above. The 
table presents data for research question one, that in the interview guide is divided into five areas. 
The areas are the four modes of organizational knowledge creation theory and effects from using 
an ICT-tool. Data from each area is presented in the table below. 
 
Table  1:  Data  Presentation  RQ1  

10/12  value  the  ICT-tool  as  high  in  regards  of  sharing  knowledge  

11/12  feel  they  can  benefit  from  storing  knowledge  with  the  ICT-tool  

12/12  see  a  purpose  with  exchanging  knowledge  with  the  ICT-tool  compared  to  traditional  tools  

10/12  find  the  ICT-tool  useful  in  customer  interaction  

An  improved  service  →  An  improved  final  offering  

 

4.2 Research Question Two 
 
What are the main factors that entice employees to participate and use a knowledge management 
ICT-tool? 
 
For research question two, the interviews continued with questions about organizational culture. 
When asked if the participants were comfortable with sharing knowledge and information, all 
twelve said that they were. Several interviewees also talked about how they perceive the 
organizational culture regarding sharing. One participant talked about the environment being open, 
which he believes contributes to the well-being of the employees. Mentioned, was also the 
perceived experience of that colleagues help each other and share experiences. All participants 
considered sharing as a given and the majority believed that this was the general stance of the 
organization. Though, two of the interviewees thought the question was motivated as they had 
encountered a few people within the organization that sometimes prefer to keep their expertize to 
themselves.  
 
The second question asked about organizational culture was if the interviewees consider the 
organizational environment to encourage knowledge and information sharing. The vast majority 
experienced that the organization does encourage sharing. The investment in the ICT-tool itself, 
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was for three participants a sign of encouragement.  One writer on the other hand did not feel that 
the environment is encouraging. At the same time, she also pointed out that it neither counteracts 
sharing.  
 
When the employees were asked if they have received adequate information about the tool, eight 
out of twelve said that they have. Out of the four that did not consider themselves informed about 
the tool, three are users. The participants that believed they had not been informed described that 
they need more information in order to use the platform to a larger extent and that the information 
needs to be repeated. A couple of the participants who felt that they have received information, 
also stated that repeated information could be beneficial. The one writer who felt that he had not 
been informed enough, mentioned that he would like to get more information about the general 
process of using the tool and how the quality controls are implemented. When conducting the 
interviews, a lack of information became evident since the interviewees had a lot of different 
opinions of how the tool works regarding the process. More specifically, many of the users were 
unsure of who has the authorization to answer questions, and how information is inspected to 
ensure high quality.  
 
The interviews proceeded with asking about incentives to use the ICT-platform. First the 
interviewees were asked if the use of the ICT-tool is acknowledged by the organization. The 
majority did not experience that use is acknowledged. One writer and one user said that they have 
experienced some acknowledgement for using the tool, it has not been substantial, but they 
described that they have been encouraged to use it. When the participants further were asked if 
they have experienced that coworkers and managers appreciate the use of the ICT-tool, half of the 
interviewees said that they have. Brought up during the interviews was the fact the use is discussed 
between colleagues. The interviewees appreciate when their colleagues use the tool and hope that 
the appreciation is returned. The appreciation is described as being more evident between 
colleagues than from managers. An apparent divide in the answers between the writers and users 
cannot be seen.   
 
The final question about incentives regarded whether the participants believe that some kind of 
reward system could increase the use of the ICT-tool. If they did, we asked what kind of reward 
they would appreciate. Most participants did believe that a reward system would increase the use 
of the platform. Some of the interviewees, who found that a reward system may be beneficial, 
suggested that the use of the ICT-tool should be a part of every employee's job assignment. They 
believed that usage of the ICT-tool should be part of their individual goals for reaching a yearly 
bonus. Consequently, a reward would be obtained by achieving the individual goals, which would 
include usage of the ICT-tool. Two interviewees also suggested a competition where a reward, for 
example tickets to the cinema, would be obtained by the most frequent user or writer of the 
platform.  
 
The participants who did not believe a reward system would increase the use, generally thought 
that the use rather is affected by how the individual perceive the usefulness of the tool. One of the 
users specifically mentioned that he believed that the use is affected by the options given. If the 
individual does not have another option to attain information and knowledge, he or she will have 
to use the platform. Otherwise, the use is decided by the perceived usefulness of the tool.  
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The next section of questions asked, is derived from the technology and acceptance model. The 
interviewees were asked how they perceive the ease of use regarding the ICT-tool. The data show 
that the ease of use is perceived to be high. The search engine on the platform was what received 
most critique. The search engine did not live up to its expectations, since many felt that the hits 
did not match what they were searching for. Using the tool to ask questions was perceived as being 
easy and simple to learn. Regarding the ease of publishing answers to questions, the interviewees 
had different opinions. The majority found this to be easy, although some thought that specific 
features of publishing were difficult and needed to be improved. The users of the tool generally 
found the answers published to be good, but that the response time would need to be shorter for 
the use to positively affect their work in a larger extent. Overall, the interviewees had a positive 
attitude towards the platform’s ease of use.  
 
The other aspect affecting the use of technology according to the TAM is perceived usefulness. 
The interviewees were asked what they think of the usefulness regarding the ICT-tool, and there 
is not a big difference in the scattering of answers between writers and users. Seven interviewees 
perceived that there is a high degree of usefulness, while five interviewees could see both benefits 
and disadvantages with the tool. Out of those who are more skeptical of the usefulness, many 
talked about the great potential of the tool. They emphasized that a “critical mass” of information 
on the platform must be reached in order for the usefulness to be perceived as solely high.  
 
The advantage of “one source” was once again raised as three interviewees mentioned that the 
usefulness is increased when the information is stored in one place and easy to find. One 
interviewee stated that the usefulness is increased by the feature that is asking questions. One 
reason for the usefulness to be perceived as high is that the vast majority thought that the 
effectiveness has increased as an effect of the use. Two writers stated that the number of incoming 
emails with questions has been reduced considerably. The ICT-tool has facilitated them with 
something to refer to, eliminating the need to repeat answers. Another writer also mentioned that 
it has increased the efficiency by giving the experts time to focus on more important tasks than to 
answer questions. Many also felt that the degree of stress has decreased by the ICT-tool reducing 
the workload. Others felt the opposite, that the tool rather caused stress by adding to their “things 
to do”.   
 
When discussing usefulness, the question of quality was raised once again, and as before, the 
opinions differed. While some of the participants believe that the ICT-tool increases the quality of 
shared information, others are skeptical. They were concerned about dated and inaccurate 
information being spread. In connection to the concerns, many participants highlighted the 
importance of continuous revision of the information stored on the platform. The use of the tool 
was also seen as having the benefits of improving the service to the customer, consolidating the 
usefulness of the tool.  
 
At the end of every interview the participants were asked to reflect over what factors that they 
believe may affect the participation and use of the ICT-tool. Some of the interviewees came up 
with suggestions to increase the ease of use, which they believe would affect the participation. 
These suggestions involved providing faster answers and improving the search engine. One 
participant mentioned the importance of continuously informing about, and encouraging the use 
of the platform, both when it comes to how and why to use it. The need of reminders to use the 
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platform were mentioned by other as well. In connection to reminders, one participant stressed that 
the use could be increased if the writers consistently refer to the platform when being asked 
questions via email and in person. 
 
Regarding usefulness, interviewees believed that making sure that the information is of high 
quality is an important factor for participation. The importance of finding relevant and updated 
information is considered to be a determining factor. One user said that he believed that if one 
person or more had the responsibility to update the information, more people would be active. 
Several interviewees mentioned the fact that it is important that the platform provides good and 
reliable answers. Furthermore, incentives were mentioned to have a positive influence on 
participation. One interviewee talked about using incentives to reach the “critical mass”, which 
she believed in turn would increase the perceived usefulness of the ICT-tool.  
 
Table 2 is an overview of the gathered data for research question two. The interview guide cover 
four different areas that are organizational culture, incentives for use, ease of use, and usefulness. 
The table presents data from the four areas that were discussed during the interviews.  
 
Table  2:  Data  Presentation  RQ2  

12/12  consider  the  organizational  values  to  be  good  and  are  comfortable  to  share  knowledge  

2/12  have  experienced  recognition  or  acknowledgement  for  using  the  ICT-tool  

9/12  perceive  the  ease  of  use  of  the  ICT-tool  as  high  

7/12  perceive  the  usefulness  of  the  ICT-tool  as  high  
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5. Data Analysis 
 
In this chapter the strategy pattern-matching is applied. Meaning that the data collected for this 
study are compared to the conceptual framework presented in chapter two. The data for each 
research question are reduced and displayed in a table, comparing the findings with theory.  
 
For each research question a table is presented that illustrates if the propositions stated in the 
conceptualization match the data. Simply, the table shows the findings, if the theories are supported 
by the data. The results are displayed using the coding below:  
 
Data supports theory (+) 
Data supports theory to some extent (/) 
Data does not support theory (-) 
 

5.1 Research Question One 
 
What are the employees’ perceptions about the effect that a knowledge management ICT-tool may 
have on the final offering? 
 
 
Table  3:  Data  Display  RQ1  

Theory   All  participants   Writers   Users  

An  ICT-tool  facilitates  socialization  (sharing)   /   /   +  

An  ICT-tool  facilitates  externalization  (storing)   +   +   +  

An  ICT-tool  facilitates  combination  (exchanging)   +   +   +  

An  ICT-tool  facilitates  internalization  (integration)   /   /   /  

The  use  of  an  ICT-tool  creates  positive  effects   /   /   /  

The  use  of  an  ICT-tool  improves  the  final  offering   +   +   +  

 
 
Nath (2015) states that the use of an ICT-tool enhances the learning within an organization and 
simplifies the process of knowledge creation. This is supported by Lopez-Nicolas and Soto-Acosta 
(2010) who came to the conclusion that all four modes are positively affected by the use of ICT. 
The data gathered for this study support that the use of an ICT-tool positively affects the 
organizational knowledge creation theory to some extent. That the four modes of organizational 
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knowledge creation theory are facilitated by the use of an ICT-tool is supported by the data to a 
different extent. Regarding the mode socialization, the collected data support the theory to some 
extent. There is a difference between writers and users in regards to how their answers coincide 
with the theory. All writers did not find the ICT-tool to have beneficial effects when it comes to 
sharing knowledge. However, the data gathered from the users support the theory.  
 
The theory about the mode externalization is supported by the collected data. Chatzoudes et al. 
(2015) describe externalization as the mode of codification, which is strengthened by the 
implementation of an ICT-tool. The data show that codification and storing are facilitated by the 
use of an ICT-tool. The data also support the theory that an ICT-tool facilitates the combination 
mode. In the western business environment, IT facilitates the exchange of knowledge (Desouza & 
Evaristo, 2003). Franco and Pissarra (2012) further state that ICT improves information exchange. 
Both writers and users found that the ICT-tool helps to improve the exchange of knowledge within 
the organization. As we have presented, both externalization and combination are facilitated by 
the use of ICT, resulting in the data matching the theory. This is in accordance with what 
Chatzoudes et al., (2015) claim, as they state that externalization facilitates combination, making 
the knowledge efficiently stored and diffused, reaching all levels of the organization.  
 
Theory that an ICT-tool facilitates internalization is by the data supported to some extent. The 
interviews showed that the participants have different opinions regarding if the ICT-tool facilitates 
knowledge integration and knowledge being put to use. Lou and Bu (2016) state that ICT is central 
for not only integration, but all modes of organizational learning. Overall, the data are more 
conformable to the organizational knowledge creation theory than contradictory.  
 
The data gathered supports the theory that the use of an ICT-tool creates positive effects to some 
extent. Franco and Pissarra (2012) suggest that collaboration and communication are enhanced by 
the use of an ICT-tool. In addition, Lou and Bu (2016) claim that the use of an ICT-tool can 
improve the efficiency of an organization. The collected data are scattered regarding these effects. 
The participants were of both opinions, some claimed to have seen positive effects, for instance, 
an enhanced collaboration between departments. Others had not detected any positive effects. 
Therefore, the studied case provided data that only support the theory to a limited degree. 
 
The data support what Alavi et al. (2005) and Franco and Pissarra (2012) suggest about the effect 
an ICT-tool can have on the final offering. They state that the use of an ICT-tool, within KM, can 
affect the service and/or product offered positively. All employees agreed upon that the tool can 
improve the service offered to their customers. What needs to be clarified is that the participants 
believe that the tool can improve the final offering, few have actually seen the effect.  
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5.2 Research Question Two 
 
What are the main factors that entice employees to participate and use a knowledge management 
ICT-tool? 
 
  
Table  4:  Data  Display  RQ2  

Theory   All  participants   Writers   Users  

Good   organizational   values   affect   the   use   of   an   ICT-tool  
positively  

-   -   -  

Recognition   for   participation   affects   the   use   of   an   ICT-tool  
positively  

-   -   -  

A  high  degree  of  perceived  ease  of  use  positively  affects  the  
use  of  an  ICT-tool  

+   +   +  

A  high  degree  of  perceived  usefulness  positively  affects   the  
use  of  an  ICT-tool  

+   +   +  

 
 
Alavi et al. (2005) describe that good organizational values affect the willingness to share 
knowledge. In turn, organizational culture can either favor or hinder participation (Akhavan & 
Zahedi, 2014).  The data indicated that the organization studied in the case has a “good” 
organizational environment. Still, the ICT-tool is not frequently used by all the participants, the 
degree of use is not shown to be consistently high. Since the use of the ICT-tool is not solely high, 
and the values are considered good, the data from the case does not support the theory.  
 
Furthermore, the use of an ICT-tool is also affected by recognition for participation (Nath, 
2015).  The data collected from the interviews does not support the theory. Most of the 
interviewees did not feel that they had received any recognition when using the ICT-tool, the 
organization does not have a strategy for recognizing use. A relationship between actual use and 
recognition cannot be found. Both active and less active participants have not experienced 
recognition and vice versa. Resulting in a situation where the data cannot support the theory.  
 
The TAM illustrates how actual use is affected by the perceived ease of use and the perceived 
usefulness. A high degree of perceived ease of use and/or perceived usefulness positively affect 
the technology acceptance. (Davis et al., 1989) The data support the theory since the participants 
that perceive the ease of use and usefulness as high, are active and use the ICT-tool often. While 
the participants that perceive the ease of use and usefulness as low, are the ones that rarely use the 
tool. In accordance with the TAM, a high perceived ease of use and usefulness has in this study 
shown to result in a higher degree of acceptance and actual system use.  
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6. Findings and Conclusions 
 

In this chapter the findings and conclusions of this study are presented. The aim is to fulfill the 
purpose of the study and provide answers to the two research questions. The chapter is finalized 
with Implications for Practitioners, Implications for Theory, Implications for Further Research, 
and Limitations of the Research. 
 

6.1 What are the employees’ perceptions about the effect that a knowledge management ICT-
tool may have on the final offering? 
 
In the conceptual framework a proposition in regards to research question one is suggested. The 
proposition states that the use of an ICT-tool enhances the process of the organizational knowledge 
creation theory and creates positive effects resulting in an improved final offering. The four modes 
of the theory have been utilized to understand if the use of an ICT-tool facilitates the creation of 
new knowledge.  
 
As presented in the data analysis, the study has provided evidence that all of the modes, to some 
extent, are facilitated by the use of an ICT-tool. The theory that suggests that an ICT-tool facilitates 
combination and externalization is fully supported. Interesting is that the data deviate from the 
proposition in regards to the socialization and internalization mode. An explanation for why the 
data does not fully support that the use of an ICT-tool facilitates the modes socialization and 
internalization, can be found in previous research. Researchers have different opinions regarding 
if ICT facilitates all processes of the theory. The data are more conformed with what Lopez-
Nicolas and Soto-Acosta (2010) describe previous research to have shown, than with the result of 
their study. They motivate the contrasts in their results with the size of the organizations. The use 
of ICT in larger organizations seem to have less impact on the processes. This can be applied to 
this study as well since the organization studied is relatively large.  
 
When studying the data collected in regard to the internalization mode, one common denominator 
can be found. Even though the data does not fully support ICT facilitating the internalization mode, 
the majority of the participants found ICT to be particularly beneficial during customer 
interactions.  This finding becomes interesting in regards to research question one since the 
participants believed that the tool is of use when serving the customers. Overall, the participants 
believed that the KM-initiative, that is the ICT-tool, facilitates the processes of the organizational 
knowledge creation theory. Though, the extent to which it does, cannot be exactly determined.  
 
To further study how the employees perceive how an ICT-tool affect the final offering, data was 
collected with the purpose of finding what effects the tool bring. As previously mentioned, the 
employees perceived the effects very differently and the theory was only supported to some extent. 
An explanation to why some employees do not perceive positive effects, could be that the degree 
of use and participation is not consistently high. According to Davis et al., (1989), organizational 
performance can only be improved by participation. If the tool is not used, the effects fail to appear. 
This connects to our second research question which is to be further discussed in the upcoming 
section.  
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The data reveal that the employees believed that the final offering can be positively affected by 
the use of an ICT-tool with the purpose of managing knowledge. This is aligned with what the 
participants mentioned regarding the internalization mode. That the use is beneficial in customer 
interactions by improving the service. This fortifies what Lindner and Wald (2011) states, that 
organizational knowledge is a source of competitive advantage if successfully managed.  
 
To summarize, the employees perceive that the ICT-tool is appropriate for managing knowledge, 
as it to some extent facilitates the process of knowledge creation. Furthermore, some employees 
did find that the KM-initiative have had positive effects. Though, the effects are not apparent for 
all employees. Still, the employees perceived that the ICT-tool is useful in customer interaction 
and that it can affect the final offering positively.  
 

6.2 What are the main factors that entice employees to participate and use a knowledge 
management ICT-tool? 
 
The proposition in the conceptual framework regarding research question two states that the use 
of an ICT-tool is positively affected by good organizational values, recognition for participation, 
and a high degree of perceived ease of use and usefulness.  
 
In the data analysis, support was not found for organizational values positively affecting the actual 
use. The combination of perceived good organizational values and a rather low degree of 
participation, resulted in us not being able to draw the conclusion that good values increase the 
use. The support was not evident. The reason for why the data does not match the theory may be 
the finding that the employees did not feel that they had received enough information about the 
KM-initiative, resulting in them not using the ICT-tool.  
 
According to the data, recognition for participation may affect the actual use of an ICT-tool. 
Though, this cannot be stated as a fact. The case studied does not have a recognition strategy 
implemented for the ICT-tool, and therefore we were not able to detect an actual effect. On the 
other hand, a finding is that the employees generally believed that a reward system would be 
favorable and increase their use of the ICT-tool. The employees’ beliefs are in accordance with 
what Nath (2015) states about recognition.  
 
The aim of research question two is to uncover the main factors that entice employees to participate 
and use a particular ICT-tool. The TAM serve as a foundation to the proposition for this research 
question. Support in the data was found for the TAM regarding the perceived ease of use and the 
perceived usefulness. The finding is that a high perceived ease of use and usefulness increase the 
use of an ICT-tool. A relationship was found between the active users and a high perceived ease 
of use and usefulness. In regards to ease of use, the participants valued the general functions and 
features of the tool. Simply, they described the tool as being easy to use. When discussing the 
usefulness, the participants specifically value how the tool can increase their efficiency and the 
organization’s degree of service.  
 
The final conclusion is that the main factors for participation and use of an ICT-tool are perceived 
ease of use and perceived usefulness. Whether organizational values and incentives to participate 
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has an effect, cannot be answered by this case study. The data does not contradict, nor does it 
support, the theory regarding values and incentives.  
 

6.3 Implications for Practitioners  
 
Implications for practitioners are the aspects, based on the findings of this thesis, that management 
should consider. This thesis will hopefully be helpful for managers within international project-
based organizations, trying to implement an ICT-tool as a KM-initiative. For this case study, a 
KM-initiative, in the form of an ICT-tool, proved to be appreciated by the employees. Managers 
should be aware of that employees find the tool to be of most use when in contact with customers. 
If implementing an ICT-tool, with the purpose of managing knowledge, the tool needs to be 
adapted to function, and be of use in customer interactions.  As the study has shown, the final 
offering could be enhanced if an ICT-tool is implemented and used correctly.  
 
A main finding of this study is that it is necessary that management are clear in the communication 
about the ICT-tool. The information should be recurrent. Information should not only be 
communicated in the initial stages of an implementation, but continuously. Employees need to be 
educated in how to use the tool but also reminded to use it. A substantial finding of this study is 
that the TAM is accurate when implementing an ICT-tool in a project-based environment. The 
perceived ease of use and usefulness are the factors that affect the use of the tool. Therefore, it is 
important that management succeed in communicating the ease of use and usefulness of the tool. 
Foremost, management are responsible to make sure that the quality of the tool lives up to 
employees’ expectations, and that the information stored on the platform is valid. This is the 
foundation for employees perceiving the ease of use and usefulness as high.   
 

6.4 Implications for Theory 
 
The purpose of this thesis is to provide a better understanding of how to best capitalize on the use 
of an ICT-tool within Project Knowledge Management. To fulfill the purpose, two research 
questions was asked. The literature review concluded in conceptualizations of both research 
questions, which lay the foundation for the interview guide. As the data was collected we found 
both support for, and inconsistencies with theory, providing answers to the research questions. 
Because of the inconsistencies, we recommend further research.  
 
The study found support in the data for the theory that states that ICT enhances the final offering 
of an organization. Support was also found for that perceived ease of use and perceived usefulness 
are the main factors that affect use and participation of an ICT-tool.  
 
However, not all propositions for the research questions are fully supported. A finding of the study 
is that an ICT-tool could facilitate the processes of organizational knowledge creation. Even 
though all modes are not fully supported, the data does not contradict the theory. The same 
conclusion can be drawn regarding the positive effects an ICT-tool brings, the theory is only 
supported by the data to some extent. There is also theory that was not supported by the gathered 
data. Theories about organizational values and incentives for participation are not supported in the 
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study. These factors have in previous research shown to clearly affect participation and use of ICT. 
We suggest additional research of another case to find support for, or contradict, these theories.  
 

6.5 Implications for Further Research  
 
As we have proposed when discussing implications for practitioners, it is of importance to 
communicate the ease of use and usefulness of the ICT-tool in order to increase the use. Though, 
what this study does not cover, is how the management should communicate this. This is an area 
of research that would be interesting for managers trying to implement a KM-initiative.  Also, it 
would complement the findings of this study.   
 
Based on the findings of this study, we suggest further research about ICT-tools and its 
appropriateness for customer interactions. The participants of this study raised the importance 
about the tool’s functions, and how it affects how they use it. Therefore, a good topic to study may 
be which functions of an ICT-tool that are crucial to enhance the ease of use and usefulness, when 
in contact with customers.  
 
This study is conducted from the employee perspective and focus on how they perceive the use of 
an ICT-tool to affect the final offering. The finding is that the employees believe that the service 
can be improved due to the KM-initiative. Still, a complement to the employee perspective would 
be interesting to support or contradict the findings of this study. The complementary perspective 
we are suggesting to conduct research on, is whether customer satisfaction or revenue are affected 
by a knowledge management ICT-tool. This would provide an opportunity to numerically measure 
the outcome of a KM-initiative.   
 
Of interest for managers working for an international organization, could be to conduct a study 
with employees from different national cultures in order to reveal differences or similarities. The 
question would be if nationality affects both the employee perception of when an ICT-tool is 
valuable, but also if nationality affects what entice them to use the ICT-tool.  
 

6.6 Limitations of the Research  
 
Concerning this thesis, there are some limitations that should be mentioned. This study is 
conducted on one single case. The fact that the study is based on one case alone has not affected 
the possibility to execute the study and provide answers to the research questions. Though, a multi 
case study may have resulted in different findings since one organization can differ from another. 
Since support was not found for that the use of an ICT-tool facilitates all modes of the 
organizational knowledge creation theory, a comparison with a smaller organization could be of 
use. This would provide an opportunity to see if the size of the organization is the reason for the 
inconsistency with the theory.  Also, all interviews were conducted with Swedish employees even 
though the organization is active in several countries. The national culture may affect the 
interviewees answers and consequently the results of the study.  
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Appendices 
Appendix 1: Interview Guide in English 
 
1.   Post in organization? 

1.1.  Would you primarily define yourself as a writer or user of the ICT-tool? 
2.   To what extent do you use the ICT-tool? 
 
Research question 1: What are the employees’ perceptions about the effect that a knowledge 
management ICT-tool may have on the final offering? 
 
1.   Socialization (Sharing) 

1.1.  Do you use the platform to share your experiences? 
1.2.  How do you value the ICT-tool regarding knowledge and information sharing? 

 
2.   Externalization (Storing) 

2.1.  Do you see a purpose in storing knowledge and information with an ICT-tool? 
2.1.1.   Is it something you can benefit from? 

2.2.  What do you think about the ICT-tool, regarding the possibility to store and codify 
knowledge and information? For example, regarding the format? 

 
3.   Combination (Exchanging) 

3.1.  Do you see a purpose with using an ICT-tool to exchange knowledge, compared to 
traditional ways, such as email/face-to-face/telephone etc.? 

3.2.  Do you think the ICT-tool affects the exchange of knowledge and information at your 
workplace? How? 

 
4.   Internalization (Integrating) 

4.1.  Do you use the knowledge and information that is shared via the ICT-tool in your work?   
4.2.  Do you consider the ICT-tool to be more useful in any specific work-situation? 

 
5.   Effects 

5.1.  What consequences do you believe that the ICT-tool brings? 
5.1.1.   Do you think that the ICT-tool affects the cooperation within the organization? 

How? 
5.1.2.   Do you think that the ICT-tool affects the communication between coworkers? 

How? 
5.1.3.   Do you think that the ICT-tool affects the efficiency, by simplifying the execution 

of your job assignments? How? 
5.1.4.   Do you believe that the ICT-tool affects the final offering? How? 

 
  



 

 

Research question 2: What are the main factors that entice employees to participate and use a 
knowledge management ICT-tool? 
 
1.   Organizational Culture 

1.1.  Do you feel comfortable with sharing knowledge and information?  
1.2.  Do you consider the organizational environment to encourage knowledge and information 

sharing? 
1.2.1.   Regarding the ICT-tool, do you experience that you have received information 

about it, as well as encouragement to use it? 
 
2.   Incentives to Use 

2.1.  Is the use of the ICT-tool acknowledged by the organization? If so, how? 
2.2.  Have you experienced that your coworkers and managers appreciate the use of the ICT-

tool? 
2.3.  Would a reward system increase your use of the ICT-tool? 

2.3.1.   If so, what kind of reward would you appreciate? 
 
3.   Ease of use 

3.1.  What do you think of the ease of use regarding the ICT-tool? 
•   Navigate/Search/Find?   
•   Ask questions? 
•   Receive answers? 
•   Write/Publish? 

 
4.   Usefulness 

4.1.  What do you think of the usefulness regarding the ICT-tool? 
•   Time/Effectiveness? 
•   Stress? 
•   Quality? 
•   Service? 

 
5.   What factors do you believe affects the participation and use of the ICT-tool, for you and your        

colleagues? 
 
  



 

 

Appendix 2: Interview Guide in Swedish 
 
1.   Tjänst? 

1.1.  Skulle du primärt definiera dig som skribent eller användare av ICT-verktyget? 
2.   Hur ofta använder du ICT-verktyget? 
 
Forskningsfråga 1: Vad är de anställdas uppfattning av hur ett knowledge management ICT-
verktyg påverkar det totala erbjudandet? 
 
1.   Socialization (Delning) 

1.1.  Använder du plattformen för att dela med dig av dina erfarenheter?  
1.2.  Hur värderar du ICT-verktyget avseende delning av kunskap och information? 

 
2.   Externalization (Lagring) 

2.1.  Ser du ett syfte med att lagra kunskap och information med ett ICT-verktyg? 
2.1.1.   Är det något du känner att du kan ha nytta av? 

2.2.  Vad tycker du om ICT-verktyget avseende möjligheten att lagra och kodifiera kunskap 
och information? Till exempel avseende dess format?  

 
3.   Combination (Utbyte) 

3.1.  Ser du ett syfte med att använda ett ICT-verktyg för att utbyta kunskap, jämfört med 
traditionella sätt, så som via mejl/i person/per telefon etc.? 

3.2.  Tycker du att ICT-verktyget påverkar utbytet av kunskap och information på din 
arbetsplats? Hur? 

 
4.   Internalization (Integrering) 

4.1.  Använder du dig av kunskap och information som delas via ICT-verktyget i ditt arbete? 
4.2.  Anser du att ICT-verktyget är extra användbart i någon särskild arbetssituation? 

 
5.   Effekter 

5.1.  Vilka konsekvenser anser du att ICT-verktyget ger? 
5.1.1.   Tycker du att ICT-verktyget påverkat samarbetet inom organisationen? Hur? 
5.1.2.   Tycker du att ICT-verktyget har påverkat kommunikationen mellan kollegor? Hur? 
5.1.3.   Tycker du att ICT-verktyget har påverkat effektiviteten på så sätt att du enklare kan 

utföra dina arbetsuppgifter? Hur? 
5.1.4.   Anser du att ICT-verktyget påverkar det totala erbjudandet? Hur? 

(Service/Produkt) 
 
  



 

 

Forskningsfråga 2: Vilka är de avgörande faktorerna som påverkar anställda att delta och 
använda ett knowledge management ICT-verktyg? 
 
1.   Organisationskultur 

1.1.  Känner du dig bekväm med att dela med dig av kunskap och information?  
1.2.  Anser du att företagsmiljön uppmuntrar till att dela med sig av kunskap och information? 

1.2.1.   Gällande ICT-verktyget, upplever du att du fått information om det samt 
uppmuntran att använda det? 

 
2.   Incitament för användning 

2.1.  Uppmärksammas användande av ICT-verktyget? Om ja, hur? 
2.2.  Har du upplevt att dina kollegor och chefer uppskattar användandet av ICT-verktyget? 
2.3.  Skulle ett belöningssystem öka ditt användande av ICT-verktyget? 

2.3.1.   Om ja, vad för typ av belöning skulle du uppskatta? 
 
3.   Ease of use (Användbarhet) 

3.1.  Vad anser du om användarbarheten avseende ICT-verktyget? 
•   Navigera/Söka/Hitta? 
•   Ställa frågor? 
•   Få svar? 
•   Skriva/Publicera? 

 
4.   Usefulness (Användarnytta) 

4.1.  Vad anser du om användarnyttan avseende ICT-verktyget? 
•   Tid/Effektivitet? 
•   Stress? 
•   Kvalité? 
•   Servicegraden? 

 
5.   Vilka faktorer tror du påverkar deltagandet och användandet av ICT-verktyget, för dig och för 

dina kollegor?  


