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ABSTRACT

Knowledge management (KM) has been brought to the fore due to rapid global changes inherent
to the knowledge economy. KM assists organisations to create and apply new knowledge for
improved performance and competitive advantage. Human resource development (HRD) in
particular, has a significant role to play in KM to promote, build, and maintain organisational
knowledge capabilities. So far, limited research has been conducted on KM within an HRD
context. Most previous studies on KM were conducted within other (non-HRD) contexts. The
limited number of studies that exist within an HRD context, were mostly literature reviews.
Therefore, this study sought to determine, through empirical research, whether KM and
associated activities are applied by HRD professionals in practice and what roles these HRD
professionals fulfil concerning KM within an HRD South African context. Hence, the purpose of

this study was to explore the application of KM by HRD professionals in a South African context.

A basic qualitative descriptive research design, underpinned by interpretivism, was used to
conduct the study. Expert sampling, which is a form of purposive sampling, was used to select
twelve HRD professionals employed in various industries to be interviewed individually, based on
the practical experience of HRD that they have obtained in practice, together with their theoretical
HRD knowledge obtained through HRD graduate studies at a specific South African university.
The researcher used emergent and priori coding and categorised the data into themes. To ensure
data quality, participants were asked to check their own verbatim quotations for accuracy. In
addition, member checking was done, and the analysed data was also corroborated against the
literature. Ethical clearance was obtained prior to the study to ensure that ethical conduct was
maintained throughout all stages of this study.

Four themes were identified after data analysis, namely HRD professionals’ perceptions of KM;
application of KM and related activities in an HRD context; HRD’s roles related to KM in a South
African context; and participants’ recommendations regarding the application of KM in a South
African context. The findings revealed that HRD professionals apply KM and related activities in
their various roles as HRD professionals within a South African HRD context. Based on the
findings, recommendations could be made to manage and apply KM more effectively within an
HRD context. One recommendation is that HRD professionals should be included on strategic
levels within organisations. Based on the findings, a KM definition was formulated for the South
African HRD context. It was further recommended that the formulated KM definition be considered

for inclusion in HRD textbooks by HRD academics.
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CHAPTER 1 ORIENTATION, MOTIVATION, AND STATEMENT OF THE
PROBLEM

1.1 INTRODUCTION

Globalisation, new technology, and the recent COVID-19 pandemic have changed the way that
we live and work. Globalisation and technology transcend workplaces and influence both human
resource development (HRD) (Mulder, 2021:105) and knowledge management (KM) (KMWorld,
2021a). Innovation and new knowledge are required now more than ever to operate in the new
normal (Permata Bank, 2021). Knowledge work has increased (Jacobs, 2017:176; Torraco &
Lundgren, 2020:42) and more recently, the Association for Talent Development (ATD) (ATD,
2021) included “knowledge for information-seeking strategies” amongst important HRD
capabilities. HRD therefore must adapt to and respond to these factors to stay relevant regarding
learning technologies, collaboration, and knowledge sharing (Torraco & Lundgren, 2020:47-48).

The application of KM within a South African human resource development context is explored in
this study. In the introductory chapter, a background to the study will first be provided. Thereafter
the problem statement and motivation for the study will be discussed. The research guestions
and objectives for the study will also be provided. In addition, the body of scholarship will be
discussed in terms of the gaps regarding KM in HRD. The method of study will be outlined with
an indication of how the research questions will be answered. Keywords and definitions regarding
KM and HRD will be explained within the context of this study. A preview of the course of this

study will also be provided.
1.2 BACKGROUND, PROBLEM STATEMENT AND MOTIVATION

As early as 2004, it was already widely accepted that the global economy is moving away from
an industrial economy to a knowledge economy (Kessels, 2004:165). More recently, other authors
have confirmed that we are indeed finding ourselves amid a knowledge economy (Department of
Science and Technology (DST), 2008-2018; Pook, 2011:558; Chartered Institute of Personnel
and Development (CIPD), 2017:5; Bizon & Lubinska, 2018:1). A knowledge economy is described
as one that relies more on the creation of new knowledge than on traditional resources, such as
capital and labour, for wealth and growth (Blankley & Booyens, 2010:1; DST, 2008-2018;
Corporate Finance Institute (CFI), 2021b). A knowledge economy, which is distinguished by
innovation and technological change, enhances a country’s competitiveness, inspires economic
growth, and may lead to higher wages and more employment opportunities (Blankley & Booyens,
2010:1; CFI, 2021b).



Changes inherent to the knowledge economy are expected to affect all services-related
industries, including HRD. In 2008, analysts already predicted that services would account for 50
percent of the world trade in 2020 (Downe & Loke 2008:1). The service sector is the fastest
growing sector in the economy (Career One Stop, 2021) and accounts for more than 70% of
employment (Buckley & Majumdar, 2018; O’Neill, 2022). In comparison, other industries (industry
and agriculture) experience a decline in employment according to the International Labour
Organization (2021).

Services refers to exchanged amenities between residents and non-residents of an economy,
such as communication services, construction, cultural and recreational services, financial
services, insurance, technical services, professional services, and travel, to name a few
(Organisation for Economic Co-operation and Development (OECD), 2021). A distinguishing
feature of service enterprises is the emphasis placed on intellectual capital, or “intangibles”, in
many business activities (OECD, 2017:64; PHPKB, 2015). While difficult to measure, intangibles
often hold the key to value creation in service enterprises (OECD, 2017:64). Employees in service
enterprises depend on their knowledge and social networks to be productive and to continually
generate value (Maglio et al., 2006 cited by Dickson et al., 2011:541; Cérdova & Gutiérrez,
2018:398; Johannessen, 2019:8).

Constantly changing aspects (inherent to the knowledge economy), such as the generation of
new knowledge, competition, global markets, mergers and acquisitions, outsourcing,
privatisation, and advancing technologies, to mention a few (Hall, cited by Cho et al., 2009:263)
have, however, also forced organisations to re-examine the role of this new knowledge and the
use thereof (Smith & Schurink, 2005:6). For example, the COVID-19 pandemic has not only
affected how employees work (Mulder, 2021:105), but also how they communicate and use
knowledge (Knowledge Management (KMWorld, 2020). Knowledge is described as a process
related to the “understanding of information” (Tomé, 2012:94). Knowledge is that which (in a
person’s mind or possessed by a group of people) includes awareness of skill in applying and
understanding information obtained by experience or study (Mclntosh, 2019). The combined
knowledge that employees possess has a significant influence on the competitiveness of an
organisation (Perez & de Pablos, 2003:82; Van Buuren, 2012:5; Jasinskas et al., 2014:2469;
Nonaka & Takeuchi, 2019:7).

Organisations, however, will also need a different kind of capacity to deal with the changes

(inherent to the knowledge economy). Consequently, it is crucial that employees (and adult

students) have unique competencies to operate beyond 2020 (Tomé, 2011:528; Forbes, 2018;

HR Vision, 2021). Therefore, the HRD field, per se, will undergo drastic changes, which

necessitate the [re]defining and upgrading of core competencies such as [knowledge]
2



possession, [knowledge] use, [knowledge] creation, [knowledge] sharing and [knowledge]
transfer (Tomé, 2011:528).

Human resources (HR) will have to play some role in the transfer of competencies and knowledge
(Tomé, 2011:529; Gautam, 2020). Human resources are described as the characteristics (age,
career, competencies, formal education, health, motivation, skills, persistence, talent, training, or
[even] beauty) of humans that generate economic returns (Tomé, 2011:525). Human resources
consist of both human resource management (HRM) and human resource development (HRD)
(Wilson, 2012:10; Alagaraja, 2012:118). However, HRD professionals, per se, have a major
responsibility in leveraging knowledge to achieve the organisation’s goals, given that knowledge

is power and is considered a strategic resource for organisations (Caruso, 2017:51).

Raelin (cited by Cho et al., 2009:263) maintains that only learning can address the challenges
(inherent to the knowledge economy), as discussed above, “since learning creates, adapts,
enlarges and deepens knowledge”. More recently, Crossan et al. (cited by Brix, 2017:113) also
linked the learning process with knowledge in their definition of knowledge. According to Crossan
et al. (cited by Brix, 2017:113), knowledge is defined as “the dynamic content or stock created as
part of the learning process, and this same knowledge influences the learning process, which
occurs on multiple levels within the organization”. As the success of organisations lies in their
capacity to learn, a critical need for KM arises (Cho et al., 2009:263). Hence, KM will be described

next.
1.3 KNOWLEDGE MANAGEMENT

Knowledge management (KM) is described as the systematic coordination of people, technology,
processes, and organisational structure (including culture, human resource management,
leadership, and structure) for the purpose of adding value through innovation and reuse of
knowledge (Dalkir, 2017:4; Heisig, cited by Hislop et al., 2018:50).

KM consists of two approaches, namely the codification approach (which encourages the
codification of organisational knowledge in electronic-based repositories where organisation
members can access it) and the personalisation approach (knowledge is developed and
embedded within organisational members, thereby requiring person-to-person contact either
physically or using information technology (IT) (Hansen, cited by Li & Herd, 2017:188). The
personalisation approach, that is, person-to-person contact applies to this study as the study is
conducted within the field of HRD.



1.3.1 Knowledge management as an activity and science

KM is considered both an “activity and a science” (Tomé, 2012:95). KM as an activity will be

discussed first, and thereafter KM as a science.
Knowledge management as an activity

KM as an activity includes all the “efforts of people, organisations, regions, and countries to
organise and deal with the knowledge phenomenon” (Tomé, 2012:95). Regarding KM as an
activity, knowledge (cf 1.2), per se, is classified into two main types (or categories according to
Tomé, 2012:95), that is, explicit and tacit knowledge (Nonaka & Takeuchi, 1995:11; Farnese et
al., 2019). Explicit knowledge is defined as knowledge usually contained within tangible or
concrete media and is the content captured in tangible form, “such as words, audio recordings,
and/or images” (Dalkir, 2017:10), whereas tacit knowledge is defined as the knowledge that
resides in the heads of “knowers” and is also referred to as “know-how” (Dalkir, 2017:10), and
“includes how people think and act” (Hislop et al., 2018).

KM is furthermore transformed during a cycle, whereby the following activities are performed,
namely transferring, sharing, renewing, unlearning, creating, and stocking of knowledge (Tomé,
2012:95). More recently and based on the integrated KM cycle of Dalkir (2017:60), the latter
author indicates that KM consists of activities that include knowledge capture and/or knowledge
creation; knowledge sharing and dissemination; and knowledge acquisition and knowledge
application. KM is achieved by promoting the creation, sharing, and application of knowledge, as
well as feedback from valuable lessons learned and best practices within the organisation’s
corporate memory (Dalkir, 2017:4). More recently, Hislop et al. (2018:50) contended that the KM
cycle consists of the creation, storage, sharing, and application of knowledge. To prevent
confusion concerning the activities applicable to Dalkir's (2017:60) integrated KM cycle and the
activities alluded to by Hislop et al. (2018:50) the KM activities that apply to this study within an

HRD context will be described next. These include:

¢ Knowledge creation: When existing knowledge and/or information is combined with new
knowledge and/or information during sharing and transfer opportunities, knowledge
creation occurs (Alavi & Denford, 2011:107; McFayden et al., cited by Matsuo, 2015:1189;
Kaba & Ramaiah, 2020:11).

e Knowledge sharing: The communication of knowledge from a source that is learned and
applied by a recipient, and the collective character of knowledge emerging from interaction
and dialogue amongst individuals (Renzl, cited by Alavi & Denford, 2011:107). Knowledge

sharing is a people-to-people process (Gangeswari et al., 2016:665).



o Knowledge transfer: The transmission of knowledge from an entity (person/document) to
another entity (person/document) during knowledge creation, knowledge sharing,
knowledge acquisition, and knowledge application (Gangeswari, et al. 2016:665; IGl
Global, 2021f).

o Knowledge acquisition: The integration (Huber, cited by Alavi & Denford, 2011:107) of
present knowledge from other (external) organisations and the ability to understand the
said external knowledge (Carbery, 2015:5; Hislop et al., 2018:122) in relation to [new and
existing] knowledge.

e Knowledge application: The utilisation of knowledge by individuals and organisations to
make decisions and solve problems (Alavi & Denford, 2011:107).

e Knowledge capture (organisation): The codification (documentation) of knowledge in such
a manner that it becomes part of the knowledge base for multiple uses within the
organisation (Dalkir, 2017:119-120).

¢ Knowledge storage: The retention (holding/ maintenance/preservation) and reuse of both
individual and organisational knowledge through technical infrastructure (hardware and
software) so that knowledge is retrievable for application and innovation purposes
(Caroline et al., 2015:3; Dalkir, 2017:215).

Knowledge management as a science

KM as a science includes all the efforts of scientists to understand knowledge and the KM
phenomenon (Tomé, 2012:95). Tomé (2012:95) states in this regard (KM as a science) that an
important part of the analysis of knowledge is made by scholars from other disciplines, including
economics, education, HRD, IT, management, psychology, sociology, and social policy. In this
study, knowledge and KM will be explained from an HRD perspective, thereby contributing
another necessary perspective (theoretical contribution) to the science of knowledge and KM.

1.3.2 Therole of human resource development in knowledge management

According to several authors (McGoldrick et al., 2002; Blankenship & Ruona, 2009; Cho et al.,
2009; Mankin, 2009; McGuire, 2014; Ardichvili, 2017; Caruso, 2017), HRD has a significant role
to play in KM. McGoldrick et al. (2002:346), for example, suggest that HRD needs to promote and
maintain KM in organisations. Mankin (2009:319-320) agrees that HRD is responsible for KM as
well as the nurturing of knowledge, while McGuire (2014:176) argues that the building of

organisational knowledge capabilities is a core aspect of HRD.

More recently, Ardichvili (2017:194) has claimed that HRD has an important role to play during
the creation, sharing, and utilisation of knowledge, whether on individual, group, or organisational

levels. In this regard, Caruso (2017:51) explains that HRD professionals are tasked with the
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promation, sharing, and managing of employees’ knowledge a (cf 1.2). Blankenship and Ruona
(2009:290), and Cho et al. (2009:264) add that HRD also has a role to play in the design of social
structures and the facilitation of knowledge-sharing processes (cf 1.3.1). Cho et al. (2009:264)
maintain that the ability to share existing knowledge in organisations and to create new knowledge
is fundamentally a function of organisational learning. Since the initial purpose of KM is learning,
it is apparent that HRD should be involved in KM (Cho et al., 2009:264). KM is therefore essential
for continuous organisational learning to take place (Cho et al., 2009:264). Moreover, it is argued
by Lawson and Sleezer, and Russ-Eft et al. (cited by Ardichvili, 2002:451) that the HRD function
is in a unigue position to provide a link between online technology-based KM solutions and
technology-enabled learning and development practices.

It is the opinion of Ardichvili (2002:451) that both academics and HRD professionals realise that
the integration of KM (in addition to training, performance improvement, and organisation
development) should be one of the central concerns of the HRD function in modern organisations.
For instance, the prominent role of KM in HRD has also recently been promoted by the ATD (ATD,
2020). The ATD is an international professional membership body for talent development [and
HRD professionals]. In its competence model, the ATD defines the skills and knowledge required
for talent development and HRD professionals to perform efficiently in their industry within a global
context. The ATD’s capability model emphasises foundational competencies that are required in
the ten specific areas of expertise in the field, one being KM (ATD, 2020). (These ten specific
areas are “performance improvement, change management, knowledge management, coaching,
integrated talent management, managing learning programmes, evaluating learning impact,
learning technologies, training delivery, and instructional design”) (Werner, 2017:12; ATD, 2020).
Currently, the ATD capability model also includes “knowledge of information-seeking strategies”
as an important skill for HRD professionals that is linked to organisational capability (ATD, 2021).
Therefore, it can be deduced that the ATD as a professional membership body also considers
KM part of HRD.

Within an academic context, it is notable that HRD textbooks, written by prominent HRD scholars
and prescribed by academics to their HRD students, also include KM as part of HRD. These HRD
textbooks include International Human Resource Development: Learning & Training for
Individuals & Organizations (edited by Wilson, 2012); Human Resource Development (McGuire,
2014); Human Resource Development (Werner, 2017); and Handbook of International Human
Resource Development: Context, Processes and People (edited by Garavan et al., 2017).
Therefore, from an academic perspective (that of prominent scholars in the field of HRD), one
can infer that KM is an HRD function. The review of the body of scholarship will be discussed

next.



1.4 PREVIEW OF THE BODY OF SCHOLARSHIP

In this section, international and national studies, especially those that link KM with HRD (cf 1.4.1;
1.4.2), ensuing conclusions (cf 1.4.3), and a review of previous research designs used to study
KM (cf 3.3.4), will also be discussed. This section will conclude with a synthesis and derived

conclusions concerning the reviewed body of scholarship (cf 3.3.5).

1.4.1 International studies linking knowledge management with human resource

development

Although KM is considered part of HRD (from a practice and academic perspective) as described
above (cf 1.3.2), a review of the body of scholarship revealed that previous research on KM within
an HRD context is limited. Even though a great deal has been written and published regarding
KM in various journals internationally (Journal of Knowledge Management; Advances in
Developing Human Resources (ADHR); Human Resource Development International (HRDI);
Human Resource Development Review (HRDR); Contemporary Issues in Education Research;
Journal of European Industrial Training; Journal of Business Management; South African Journal
of Business Management; South African Journal of Science; South African Journal of Information
Management; South African Journal of Human Resource Management; South African Journal of
Economic and Management Sciences; and InTech Open Science; to name a few), a limited
number of empirical studies could be found that specifically tied KM to HRD. More specifically,
this researcher could only locate four international studies in the aforementioned journals (cf
1.4.1) that linked KM and HRD. (It must be noted here that suspected “predatory” journals were
excluded from the review, in adherence to the regulations of the university under whose auspices

this research is undertaken.)

The first study linking KM and HRD that could be located, is the study of Parise (2007) (in
Advances in Developing Human Resources (ADHR)) on how social network analysis (SNA)
methods can contribute to KM efforts in HRD. Another study that linked KM and HRD, was the
study by Zavyalova and Kosheleva (2013) that was published in the accredited journal “Human
Resource Development International” (HRDI). Their study (Zavyalova & Kosheleva, 2013)
focuses on HRD practices in knowledge intensive firms. In 2015, Matsuo conducted research on
the integration of knowledge transfer and creation through HRD programmes. The results were
published in the Journal of Knowledge Management (JKM). More recently, Gubbins and Dooley
(2021) explored tacit knowledge sharing and tacit knowledge-seeking. Their findings were

published in the Human Resource Development Quarterly Journal (HRDQ).

The search for previous studies that link KM with HRD furthermore included all four dedicated
and accredited international HRD journals, namely Human Resource Development International
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(HRDI), Advances in Developing Human Resources (ADHR), Human Resource Development
Quarterly (HRDQ), and Human Resource Development Review (HRDR). The KM articles that
could be located in HRDI, however, all related to other contexts and not to HRD, such as
knowledge sharing in manufacturing (Shelton, 2001); knowledge transfer in multi-national
corporations (Liu et al., 2006); knowledge culture and conversion in IT, services, electronics, and
construction (Song & Kolb, 2009); culture, creation, and team performance (Yoon et al., 2010)
and in IT, advertising, and public relations (PR). Therefore, none of the aforementioned KM
studies published in HRDI linked KM to HRD, per se. It can also be deduced from the above that
some of the KM activities (cf 1.3.1 KM cycle) were investigated, although not within an HRD

context.

Regarding the other three accredited HRD journals (ADHR, HRDQ, and HRDR), articles could be
located that linked HR and HRD to KM. However, these studies were not based on empirical
research. More specifically, the following studies Aliaga (2000); Torraco (2000); Gourlay (2001);
Ardichvili (2002); Ipe (2003); Ardichvili (2008); Conley and Zheng (2009); Ardichvili and Yoon
(2009); Kongpichayanond (2009); Akdere (2009); Blankenship and Ruona (2009); Bennet (2009);
Cho et al. (2009); and Jacobs (2017) were all literature reviews.

Therefore, based on the international body of scholarship, it is notable that limited empirical
studies (except for four, namely Parise (2007); Zavyalova & Kosheleva (2013); Matsuo (2015);
and Gubbins & Dooley (2021)) were conducted within an HRD context. In addition to the limited
number of non-empirical studies (which consisted of literature reviews only), KM and associated
activities within an HRD context, as well as the role of HRD in KM, are therefore considered gaps

in the international KM body of scholarship.

1.4.2 National studies linking knowledge management with human resource

development

Within a national context (in terms of South African studies), several researchers have conducted
research on aspects related to KM, although not within an HRD context. These studies included
topics such as knowledge sharing (Van den Berg & Snyman, 2003; Finestone & Snyman, 2005;
Muchaonyerwa & Mutula, 2017); knowledge/talent retention (Martins & Meyer, 2011; Dewah,
2014; Nthongoa, 2014); knowledge experts or champions (Van den Berg & Snyman, 2003;
Barker, 2014); people and technology in KM (Ponelis & Fairer-Wessels, 1998; Du Plessis & Du
Toit, 2005); KM and culture (Botha & Fouché, 2000; Ndlela & Du Toit, 2000; Finestone & Snyman,
2005); KM metrics, models and drivers (Kruger & Snyman, 2005; Tobin & Volavsek, 2006; Du
Plessis, 2007a; Gaffoor & Cloete, 2010); innovation (Du Plessis, 2007b; Steyn & Du Toit, 2007);
and KM practices (Botha, 2005; Kruger & Johnson, 2009; Chigada & Ngulube, 2015).



The aforementioned studies were conducted in various South African industries, including
government and the public sector (Gaffoor & Cloete, 2010; Kruger & Johnson, 2013; Shabane,
2017); private services, for instance transport (Kruger & Johnson, 2013); banking and insurance
(Kruger & Johnson, 2013; Chigada & Ngulube, 2015); pharmaceutical (Kruger & Johnson, 2013;
Nthongoa, 2014); construction and mining (Kruger & Johnson, 2013); services and corporate
business (Botha & Fouché, 2002; Finestone & Snyman, 2005; Smith & Schurink, 2005; Tobin &
Volavsek, 2006; Misch & Tobin, 2006; Du Plessis, 2007a; Kruger & Johnson, 2013); education,
universities, and libraries (Kruger & Johnson, 2013; Muchaonyerwa & Mutula, 2017; Govender et
al., 2018); the IT industry (Whyte & Classen, 2012); the energy sector (Ndlela, 1999; Steyn & Du
Toit, 2007); the distribution sector (Van den Berg & Snyman, 2003); water supply (Martins &
Meyer, 2011); public broadcasting corporations (Dewah, 2014); and law firms (Du Plessis & Du
Toit, 2005).

A few South African KM studies focused on HR and HRM (although not HRD). These included
the studies by Smith and Schurink (2005), who researched KM within a human resources (HR)
context; Govender et al. (2018), who studied KM within an HRM context; and Shabane (2017),
who conducted a study on KM and talent management (TM). However, it is notable that none of
the above-mentioned national KM studies were conducted within an HRD context.

Therefore, it can be deduced from the previously mentioned national studies that the activities of
the KM cycle, amongst others, were studied and within various contexts, but not within an HRD
context. KM was also studied within the HR and HRM contexts, but to a limited extent. It also
became evident from the reviewed national body of scholarship that none of the studies
conducted linked KM to HRD, nor were they conducted within an HRD context, which are also

considered gaps in the national body of scholarship.

1.4.3 Conclusions concerning international and national studies linking knowledge

management with human resource development

Similar to the researcher’s conclusions concerning limited KM studies conducted within national
and international HRD contexts, and that those studies that were conducted (internationally) were
not empirical, McGoldrick et al. (2002:2) claimed that there is a lack of empirical evidence
regarding KM as a conceptual aspect of HRD. In this regard, Cho et al. (2009:264) also stated
that “there is a lack of studies in the literature exploring a thorough explanation of how specific
tools, processes, and theories of KM can be harnessed, advocated, and championed by HRD
professionals.” More recently, Jacobs (2017:199) suggested that KM should be a core research
issue in HRD and stated that “It is difficult to believe that such a critical issue in organizations has

not yet been fully embraced by HRD scholars” (Jacobs, 2017:199). The review of the body of



scholarship conducted by this researcher therefore concurs with McGoldrick et al. (2002:2), Cho
et al. (2009:264), and Jacobs (2017:199) insofar that there is indeed a lack of research on KM
within an HRD context. It is therefore essential to conduct empirical research on how KM and

related activities are applied by HRD professionals within a South African context.

1.4.4 1.4.4 Review of research designs to study knowledge management

Regarding research designs to study KM as a phenomenon in relation to HRD, it became evident
that most of these studies (Liu et al., 2006; Parise, 2007; Song & Kolb, 2009; Yoon et al., 2010;
Zavyalova & Kosheleva, 2013; Matsuo, 2015) thus far conducted on an international level
employed a quantitative research approach. Far fewer studies (Shelton, 2001; Gubbins & Dooley,
2021) were conducted internationally on KM using the qualitative approach. No KM studies linking
HRD and KM by using either a mixed-method or multiple-method research design could be
located nationally or internationally. What is more, no qualitative studies exploring KM from an
HRD perspective or within an HRD context (exploring either the role of HRD in KM, or the
application of KM in HRD) could be located internationally or nationally.

On a national level, quantitative studies concerning KM were conducted by several authors,
including Botha and Fouché (2002); Du Plessis and Du Toit (2005); Botha (2005); Tobin and
Volavsek (2006); Barker (2014); Dewah (2014); and Govender et al. (2018). Qualitative studies
(concerning KM) have also been conducted by Ponelis and Fairer-Wessels (1998); Ndlela (1999);
Van den Berg and Snyman (2003); Finestone and Snyman (2005); Kruger and Snyman (2005);
Smith and Schurink (2005); Misch and Tobin (2006); Du Plessis (2007a; 2007b); Steyn and Du
Toit (2007); Gaffoor and Cloete (2010); Whyte and Classen (2012); Nthongoa (2014); Makhubela
and Ngoepe (2017); and Shabane (2017). Nationally, multiple-method studies on KM have also
been conducted by Martins and Meyer (2011); Chagada and Ngulube (2015); and more recently
by Muchaonyerwa and Mutula (2017).

1.4.5 1.4.5 Synthesis and conclusions concerning the reviewed knowledge

management body of scholarship

Finally, it can be concluded that even though several authors expressed the view that KM is part
of HRD, as previously discussed (cf 1.3.2), it seems from the reviewed body of scholarship (cf
1.4.3 and 1.4.4) that there is indeed a lack of empirical research conducted both on an
international and national level, specifically concerning KM within an HRD context or from an HRD
perspective. Although some studies could be located that investigated the role of HR in KM, an
even smaller number of studies have explored the HRD/KM link. Additionally, KM studies
published in one of the four accredited journals dedicated to HRD, namely HRDI, did not link KM
to HRD. What is more, articles in the other three accredited HRD journals (ADHR, HRDQ and
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HRDR), which linked HR and HRD with KM, consisted of literature reviews only. No empirical
research studies (except for literature reviews) could therefore be located (at the time of the
review), which linked KM with HRD, or which explored the application of KM or KM-related

activities by HRD professionals (within an HRD context).

Consequently, from the limited empirical research on KM from an HRD perspective or within an
HRD context, it is not clear what the roles of HRD professionals are in KM and whether HRD even
has a role to play in KM, or whether HRD professionals apply KM and its associated activities in

practice.

Therefore, this study anticipated addressing the previously mentioned identified gaps in the
international and national KM body of scholarship regarding HRD by means of empirical
(qualitative) research.

1.5 PURPOSE STATEMENT

The purpose of this study is to explore the application of KM by HRD professionals within a South
African HRD context. Given that limited research has been conducted on KM within an HRD
context the study sought to determine, through empirical research (in this case qualitative
research), whether KM and associated activities are indeed applied by HRD professionals and
within an HRD South African context. If KM (and associated activities) are applied by HRD
professionals in practice, then academia should ensure that HRD scholars are sufficiently
prepared in terms of KM (and applicable associated activities) to improve South African HRD
practices and KM. On the other hand, if KM (and associated activities) are not applied in practice
by HRD professionals, then the inclusion of KM and associated activities as portrayed in
mainstream HRD scholarly textbooks and by professional associations as an HRD function should
be reconsidered. Overall, this qualitative study anticipated addressing the identified research
gaps concerning the application of KM within an HRD context; and shedding light on the
application of KM and related activities within a South African HRD context, thereby also adding
to the understanding of KM from an HRD perspective and contributing to the science of knowledge

and KM (cf 1.3.1). The research questions and aims will be presented next.
1.6 RESEARCH QUESTIONS

1. How are knowledge management and related terms conceptualised in the literature?
2. To what extent, if any, are knowledge management (and related activities) applied by human
resource development professionals in practice within a South African human resource

development context?
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. What roles, if any, do human resource development professionals fulfil concerning knowledge
management in South African organisations?
. What recommendations do human resource development professionals have regarding the

application of knowledge management within a human resource development context?

1.7 RESEARCH OBJECTIVES

To determine by means of a literature review how knowledge management and related terms

are conceptualised in the literature.

To explore by means of empirical research to what extent, if any, knowledge management
and associated activities are applied by human resource development professionals in

practice within a South African human resource development context.

To explore by means of empirical research whether human resource development
professionals fulfil any roles regarding knowledge management in South African

organisations.

To provide recommendations from human resource development professionals regarding the

application of KM within a human resource development context.

1.8 METHOD OF STUDY

The research questions were answered as follows:

1. How are knowledge management and related terms conceptualised in the literature?

The above-mentioned question was answered by means of a literature study in the fields of

business and management sciences, information technology and computer sciences, human

resource development, and knowledge management and organisational learning.

To what extent, if any, are knowledge management (and related activities) applied by human
resource development professionals in practice within a South African human resource

development context?

To answer this question, a qualitative research approach, using semi-structured interviews

conducted with the human resource development professionals, was followed.

3. Whatroles, if any, do human resource development professionals fulfil concerning knowledge

management in South African organisations?
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Semi-structured interviews were conducted with human resource development professionals to
explore what roles, if any, they fulfii concerning knowledge management in South African

organisations.

4. What recommendations do human resource development professionals have regarding the

application of knowledge management within a human resource development context?

Recommendations were provided by human resource development professionals regarding the

application of knowledge management within a human resource development context.

1.8.1 Literature study

A focused review of the literature provided a theoretical and conceptual framework to explore the
application of KM within a South African HRD context. The literature review included theories and
definitions concerning KM as a foundation for the study. The sources that were consulted to
conduct the literature review included the following:

Computerised databases: Educational Resource Information Centre (ERIC), EBSCOhost,
Emerald Insight Journals, Scopus, African Journals (SAePublications), and Google Scholar.

¢ Dictionaries to define or describe concepts.

e Accredited academic HRD journals, which include Human Resource Development
International (HRDI), Human Resource Development Quarterly (HRDQ), Human Resource

Development Review (HRDR), and Advances in Developing Human Resources (ADHR).

e Other accredited academic journals as well as peer-reviewed journals such as Journal of
Knowledge Management, Electronic Journal of Knowledge Management; Contemporary
Issues in Education Research, International Journal of Adult Vocational Education and
Technology, Procedia — Social and Behavioural Sciences, Journal of European Industrial
Training, Journal of Business Management, Scandinavian Journal of Management, Journal
of Business Management, Journal of Intellectual Capital, International Journal of Small
Business and Entrepreneurship Research, South African Journal of Science, South African
Journal of Information Management, European Journal of Training and Development,
Mousaion, and Acta Commercii.

e Other sources, such as dissertations and academic books pertaining to KM, HRD, and

research designs and methodology.
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1.9 PARADIGMATIC PERSPECTIVE

A paradigm is a worldview or a perspective (by a community of researchers) that creates an
overarching constructive framework (meta-thinking) in researching [exploring] a social
phenomenon (Johnson & Christensen, 2012:31; Hua, 2016:4; Ling & Ling, 2017:2). A paradigm
is a “discipline matrix” (Kuhn cited by Blaikie & Priest, 2017) that includes ontology (researcher’s
view of reality), axiology (values and drivers of research), epistemology (hature and knowledge
to be gained by research), and methodology (methods employed to conduct research) (Johnson
& Christensen, 2012:31; Rehman & Alharthi, 2016:51; Kuhn cited by Blaikie & Priest, 2017; Ling
& Ling, 2017:2) to provide models (exemplars) for scientific practice (Blaikie & Priest, 2017).
Simply stated, a paradigm is a map that guides the researcher (within his or her view of reality) in
responding to the research problem.

This study followed the interpretivist paradigm. Interpretivism aims to understand how individuals
interpret a certain social phenomenon in which they interact (Rehman & Alharthi, 2016:55). Thus,
interpretivism is an understanding of the subjective world of human experience according to Guba
and Lincoln (cited by Kivunja & Kuyini 2017:33). Interpretivists reject the view that “a single,
verifiable reality exists independent of our senses” therefore believing that multiple realities are

constructed in a social environment. (Rehman & Alharthi, 2016:55).

The interpretivist paradigm assumes a subjectivist epistemology. This means that the researcher
and the participants [HRD professionals] engage in an interactive process [semi-structured
interviews] in which they intermingle, dialogue, question, and in which the researcher records
research data (Kivunja & Kuyini 2017:33) of each participant’s personal experience (subjective).
A “relativist ontology means that there are multiple realities and meanings that can be
reconstructed between the researcher and the participants” [HRD professionals] (Chalmers, et al.
cited by Kivunja & Kuyini 2017:33). Therefore, participants will be interviewed to obtain the various
meanings that they [HRD professionals] assign to KM. A naturalistic methodology was followed
whereby the researcher gathered data through semi-structured interviews (Kivunja & Kuyini
2017:33). Finally, the researcher reported the findings of the research reflecting her personal and
ethical values (balanced axiology), as suggested by Kivunja and Kuyini (2017:34).

1.10 EXPLANATION OF CONCEPTS

It is important to distinguish between the various concepts that were used to explore the

application of KM in a South African HRD context. Subsequently, KM will be discussed first.
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1.10.1 Knowledge management

One of the earliest explanations of KM by Wiig (1995:3) states that in its broadest sense,
knowledge management (KM) is a conceptual framework that encompasses all activities and
perspectives required to gaining an overview of, creating, dealing with, and benefiting from the
corporation's knowledge assets and their particular role in support of the corporation's business
and operations. Thus, KM is the coordination of people, technology, processes, and
organisational structure to add value (Dalkir, 2017:4) and to benefit all stakeholders (Serrat, cited
by Girard & Girard, 2015:4). This coordination (of people, technology, processes, and
organisational structure) occurs through reuse and innovation by creating, sharing, and applying
knowledge (including valuable lessons learned) to foster continued organisational learning
(Dalkir, 2017:4). Mankin (2009:301) adds that HRD professionals rather nurture knowledge. Still,
KM, per se, enhances learning and performance that relates to HRD. In this regard, several
authors claim that KM attempts to create value and enhance learning and performance (Nonaka;
APQC and O’Dell & Grayson cited by Ardichvili, 2002:452) to outsmart competitors, and achieve
sustainable competitive advantage (Gourlay, 2001:28; Ipe, 2003:343; Parise, 2007:359; Ardichvili
& Yoon, 2009:308; Kongpichayanond, 2009:376; Yang et al., 2009:277; McGuire, 2014:170;
Ardichvili, 2017:194; Caruso, 2017:51; Mayes et al., 2017:272; Xue, 2017:33).

In the context of this study, KM is defined as the management of systematic processes [systems
for activities in KM cycle] (King, cited by Girard & Girard, 2015:4; Pandey, 2016: 39; Xue, 2017:31)
and the nurturing of knowledge by HRD (Mankin, 2009:301) to create, share, transfer, acquire,
apply, capture, and store knowledge on individual, group, and organisational levels to enhance
continuous employee and organisational learning and performance (cf 1.3; 1.3.1) (adapted from
Wiig, 1995:3; Nonaka; APQC; O’Dell & Grayson (cited by Ardichvili, 2002:451-452; Cross et al.;
Davenport & Prusak (cited by Parise 2007:359; Blankenship & Ruona, 2009:290; Cho et al.
2009:264; Mankin, 2009:301; Desouza, 2011:6; Caruso, 2017:2017:51; Ardichvili, 2017:194;
Dalkir, 2017:4).

1.10.2 Human resource development

Jacobs (2014:34) asserts that HRD is “the process of improving organizational performance and
enhancing individual capacities through the accomplishments that result from employee
development, organization development, and career development programs”. Since Harbison
and Meyers introduced the term HRD in 1964 (cited by Han et al., 2017:299-300), many other
definitions have evolved. This myriad of definitions (cited by Han et al., 2017:299-300) include
HRD as a process or activity (Hamlin & Stewart, 2000; McLean & McLean, 2001); intervention

(Hamlin & Stewart, 2000); strategic management of training and development (Garavan, 1991);
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as well as the creation of a learning culture (McCracken & Wallace, 2000) that either unleashes
expertise, improves systems or work processes (Swanson, 1995); enhances learning, improves
effectiveness (Hamlin & Stewart, 2000); achieves business objectives (Garavan, 1991); shapes
and influences learning culture (McCracken & Wallace 2000) by utilising knowledge, skills,
(Garavan 1991; McLean & McLean, 2001), expertise and productivity (McLean & McLean, 2001)
to achieve competence (Gourlay, 2000) for the benefit of the individual, team, organisation
(Swanson, 1995; Hamlin & Stewart, 2001; Garavan, 1991; Gourlay, 2000) community or nation
at large, ensuring the use of knowledge and skills (Garavan, 1991). Gosney and Hughes (2016:4)
assert that HRD in its entirety (as a discipline) is a KM system.

From the aforementioned HRD definitions, it can be deduced that HRD is responsible for learning
and the development of the skills and competence of individuals and groups, as well as
organisational (learning) for improved performance. HRD in the context of this study is therefore
defined as the strategic management of activities, processes, and interventions employed to
enhance learning and develop human competence (knowledge, skills, and competencies) to
improve the effectiveness and performance of individuals, teams, and organisations (Garavan
1991; Swanson, 1995; Gourlay, 2000; Hamlin & Stewart 2000; McCracken & Wallace, 2000;
McLean & McLean, 2001 cited by Han et al., 2017:299-300; Ju, 2018:134).

1.10.3 South African human resource development context

HRD in South Africa is conducted within a certain context, which needs further discussion.
Context, according to Hornsby et al. (2015:321) means the situation [or setting] in which
something happens that makes one understand it (situation/setting). The South African
government considers the development of its human resources a key strategic priority. Two
strategies were formulated to ensure that skills development in South Africa is realised, namely
the Human Resource Development Strategy 2010-2030 (HRDSA) (South African Government,
2009) and the National Skills Development Plan (NSDP) 2030 (Department of Higher Education
and Training (DHET). The HRDSA provides guidelines to match the supply and demand of skills
with purposeful development interventions (HRD-SA 2009; Erasmus et al., 2019:57). The NSDP
guides the development of adequate skills to access occupations in high demand through, for
example, integrating post-school education and training (PSET) systems with the world of work
(DHET; Erasmus et al., 2019:59).

The focus of human resource development in South Africa is on reducing poverty and
unemployment and ensuring equity (South African Government 2009:17-18) through the creation
of opportunities for learning and development (Coetzee & Botha, 2019: 449). To address national

skills shortages, poverty, equality, and unemployment the South African government follows an
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interventionist approach towards skills development and governs skills development through
legislation (Meyer & Sloman, 2014:98), for example, the Skills Development Act 97 of 1998 (SDA);
the Skills Development Amendment Act 31 of 2003; 37 of 2008 and 26 of 2011; the Skills
Development Levies Act 9 of 1999 (SDLA); the Skills Development Levies Amendment Act 24 of
2010; and the Employment Equity Act 55 of 1998 (EE).

A national education and training system, namely the South African National Qualifications
Framework (NQF) was also implemented to enable national recognition of skills and knowledge,
progression within education, training, and career paths and to ensure quality training (NQF,
2020). The NQF provides a framework that encourages lifelong learning and quality learning
(NQF, 2021). The NQF Amendment Act 12 of 2019 makes provision for verification and evaluation
of all qualifications and professional designations by introducing penalties for fraudulent
representation. There are also twenty-one Sector Education and Training Authorities (SETAS) in
South Africa (National Government of South Africa (NSA), 2021). The SETAs represent all
industries in the country by raising skills within agreed standards. The functions and
responsibilities of the SETAs are to implement skills and sector plans, promote learning
programmes, and disburse skills levies within the skills development framework (NSA, 2021).

To safeguard the quality of training and development, South Africa has three quality assurance
bodies, namely the Umalusi Council for general and further education and training, the Council
for Higher Education (CHE) for higher education and training, and the Quality Council for Trades
and Occupations (QCTO) for occupational qualifications. The QCTO was established in 2010 to
ensure that the quality of occupational qualifications based on the Skills Development Act of 1998
amended in 2008, the National Qualifications Framework Act 67 of 2008 and the Amendment Act
(12 of 2019). The QCTO is responsible for, amongst others, the establishment and management
of the Occupational Qualifications Sub-Framework (OQSF), the accreditation of skills
development providers, the development and maintenance of occupational qualifications, and the

accreditation of assessment centres (QCTO, 2021).

1.10.4 Human resource development professionals

In the context of this study, HRD professionals are employed in various HRD contexts in South
Africa and consequently will be the participants contributing the data for this study (cf 3.5.1; 3.5.2).
It must be indicated from the outset that there are various terms used in literature in reference to
HRD professionals. The concept HRD professional includes terms such as HRD practitioner
(Short & Shindell, 2009:373), trainers (Meyer & Sloman, 2014:99), training material developers,
training advisors, training and development practitioners, training consultants, training

coordinators, training officers, on-the-job trainers, business leader/executive coaches, skills
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development practitioner (skills development facilitator (SDF), learning and development
practitioners, and business skills trainers (DHET 2013) to mention a few. For example, Short and
Shindell (2009:373) refer to an HRD practitioner as someone who has mastered the HRD body
of knowledge and who can strategically and effectively use and analyse resources and theory in
practice. However, more recently, Torraco and Lundgren (2020:41) use the umbrella term HRD
professionals when referring to members of the HRD profession, including practitioners,
researchers/scholars, or scholar practitioners. Likewise and within a South African context, Botha
and Coetzee (2019:191-192) also use the term HRD professional, while the South African
Organising Framework for Occupations (OFO), which is a South African labour market
classification system that links skills to occupations, uses the term training and staff development
professionals when referring to the various job titles of HRD professionals including training and
development practitioners, training consultants, business leader/executive coaches, and
business skills trainers, to mention a few (DHET, 2013). Therefore, the term HRD professional
will be used in this study when reference is made to members of the HRD profession, but in the
text the terminology used by the various authors will be employed.

1.10.5 Application

Application denotes the practical use of something (Hornsby et al., 2015:60, 2015:60). Within the
context of this study, application refers to the use of KM and its related activities (creation, sharing,
transfer, acquisition, application, capture, and storage) by HRD professionals in a South African
HRD context.

1.10.6 Explore

Explore means to investigate, study, analyse, or conduct a systematic search (looking into
something) to discover (about something) (Merriam Webster Inc, 2019a; Mcintosh, 2019a).
Explore in the context of this study will mean to study KM and its related activities and to discover
how KM and its related activities are applied by HRD professionals in a South African HRD

context.
1.11 COURSE OF THE STUDY

In chapter 2 of this study, KM and related concepts, as well as KM activities will be conceptualised

within an HRD context.

Chapter 3 discusses the qualitative research design and methodology used to conduct this study,
in particular, a qualitative, descriptive research strategy. The research setting, study population,
sampling, data generation and analysis, data quality assurance, reporting, and ethics related to
this study will also be described.
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In chapter 4, the analysed data derived from the individual semi-structured interviews will be

presented in main and subcategories and specific quotes will be cited as evidence.

In Chapter 5 a summary of each chapter will be provided. The findings will be presented beneath
the research questions and the limitations of the study will be discussed. Recommendations
based on the findings and relevant to future research will be presented, and the contribution of

the study will also be indicated.
1.12 SUMMARY

In this introductory chapter, the background, problem statement, and motivation of the study,
namely exploring the application of KM within a South African HRD context, were described. The
gaps identified within the reviewed body of scholarship that will be addressed in this study, served
as further motivation for the study. The research questions and objectives of the study were also
formulated, and how the research questions will be answered was discussed in the description of
the method. It was indicated that a qualitative research design and methodology, a case study in
particular, will be used to answer the empirical research questions and that a literature study will
be conducted to conceptualise KM and related activities. The paradigmatic perspective was also
briefly touched on and it was mentioned that interpretivism guided the study. Important concepts
and keywords were explained, and definitions for KM and HRD within the context of the study
were formulated. Finally, a preliminary preview to indicate the course of the study was also

provided.
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CHAPTER 2 KNOWLEDGE MANAGEMENT IN A HUMAN RESOURCE
DEVELOPMENT CONTEXT

2.1 INTRODUCTION

In the previous chapter, the introduction, problem statement, and motivation for the study were
provided, research questions and objectives framed, and the method of the study explained. The
explanation of relevant concepts within the context of this study, including knowledge
management (KM) and KM activities as well as human resource development (HRD), were
introduced.

In this chapter, the literature study on KM will be discussed. KM is viewed from an array of
perspectives and disciplines (Dalkir, 2017:8). However, the discussion of KM from all these
perspectives falls outside the scope of this study. Therefore, KM will only be discussed within the
context of HRD, and from within a South African perspective.

A background of both KM and HRD will be provided to orientate the reader and place KM within
an HRD context. The similarities between the evolution of KM and HRD will be indicated in table
format. The phenomenon of KM and related concepts such as knowledge and types of knowledge

(tacit and explicit), will be clarified within an HRD context.

Research question one, namely how KM and related terms are conceptualised in the literature,

will be answered in this chapter.

2.2 BACKGROUND AND EVOLUTION: KNOWLEDGE MANAGEMENT, AND HUMAN
RESOURCE DEVELOPMENT

The management of knowledge has been around since the beginning of time. Various other terms
were previously used to describe KM, for example, “knowledge-focused management practice”
by Chaparral Steel in 1975; “know-how” companies introduced by Sveiby and Lloyd in 1987, and
the “learning organisation” by Senge in the early 1990s (Masi¢ et al., 2017:131). All these terms

refer to what is now known as KM.

The term knowledge management only entered the popular vernacular (practice) in the late
1980s. In 1986, the term “management of knowledge” was introduced in a keynote address at a
European management conference (Masi¢ et al., 2017:131). From 1993 to 1995, the first books
dedicated to KM were written by authors such as Karl Wiig (1997); Nonaka and Takeuchi (1995),
and Davenport and Prusak (2000). From the early nineties several KM conferences were held,

KM magazines were published, and KM consultants offered KM services and seminars to clients
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(Masi¢ et al., 2017:131). In 2003, a request was sent (from KM gurus) to academia to “pick up the
KM torch”. As a result, many universities and business schools around the world started offering

courses and degree programmes in KM (Dalkir, 2017:19).

Interestingly, both KM and HRD evolved in three distinguishable phases. Initially, KM was
considered as document and information management, which treated knowledge as the content
of (mostly) individual training (MaSi¢ et al., 2017:134). HRD also initially mainly focused on
learning and performance (Han et al., 2017:298-308), particularly individual learning, during the
first phase of its development. For example, the first definition of HRD coined by Harbison and
Myers focused on the learning of individuals (Harbison & Myers, cited by Han et al., 2017:299).
Therefore, both training and learning are considered the precursors of KM (Dixon, 2009; Masic¢ et
al., 2017:134). During this first phase, the focus of KM was furthermore on the storage of explicit
knowledge (knowledge that is easily verbalised and stored) (cf. 3.1.1; 2.5.2.1) in the form of

documents and information, but also on connecting people to content (Masi¢ et al, 2017:134).

During the second development phase of HRD, the focus shifted from individual learning toward
organisational learning (Ju, 2019:133), the learning organisation and change management (Han
et al., 2017:301-305). Ju (2019:133) adds that the focus of HRD has moved from learning to
performance. Apart from the learning organisation, other practices, such as coaching and
mentoring, leadership development, organisational development, change practices, culture, and
performance improvement also emerged in HRD (Ghosh et al., 2013:309; McGuire, 2014:2;
Ruona, 2016:552-554; and Han et al., 2017:295,301). Additional practices were also introduced
in KM during its second phase of development that include [organisational] culture, similar to
HRD. Other practices introduced to KM included teamwork, the conversion of explicit knowledge
to tacit knowledge (cf. 1.3.1; 2.5.2, 2.5.2.1; 2.5.2.2), and virtual communities of practice (VCoPs,
cf. 2.9.2.4) (Nonaka & Takeuchi, 1995; Gourlay, 2001:27; Ardichvili et al., 2003:64; Dalkir,
2017:53). While KM initially focused on existing knowledge, the focus shifted towards the creation
of new knowledge and innovation (Dalkir, 2017:19; Masi¢ et al., 2017:134-135).

During the third phase, KM was characterised by the accessibility, meaning of, and easy
application of knowledge (Masi¢ et al., 2017:133). During this third phase, the importance of
collective knowledge in knowledge creation and knowledge sharing was realised (Ardichvili cited
by Han et al., 2017:308) and therefore communities of practice (CoPs, cf. 2.9.2.3) (socialisation

and sharing knowledge face to face) became important in both KM and HRD.

As a result of globalisation (Ju, 2019:133) and technology advancement, more virtual face-to-face
and group conversations were conducted in both disciplines (KM and HRD). Apart from
globalisation (Mulder, 2021:105), the COVID-19 pandemic has also resulted in major changes.

For example, HRD professionals now have to provide learning and development online (McLean
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& Jiantreerangkoo, 2020:424; Nkabinde, 2020). The possibility exists that many employees will
keep on working from home, therefore increasing the use of technology on platforms such as
Zoom, Microsoft Teams, Google Meet, to name a few (McLean & Jiantreerangkoo, 2020:424).
Digital information and transformation, high-speed networks and cloud services, flexibility artificial
intelligence (Al), and KM are only a some of the tools HRD can utilise to cope with the new normal
(Wells, 2020).

Table 2-1: Similarities between the evolution of knowledge management and human
resource development (Dixon, 2009; Dalkir, 2017:19; Han et al., 2017:298-308;
Masi¢, 2017:134; Ju, 2019:133)

Phases KM HRD
First phase Focus on explicit knowledge. Focus on individual learning and
performance.

Known as document and
information management. Training and learning considered

as precursors of KM.
Focus on knowledge (as content)
during individual training.

Storage of explicit knowledge.

Connect people to content.

Second phase | Focus moves towards tacit | Focus shifted towards organisation
knowledge. (not only individual learning and

performance).
Learning organisation and continual

learning are introduced. Organisational learning, the
learning organisation, and change

nn I le. .
Connect people to people management are introduced.

Focus on existing knowledge.

Move toward new knowledge and

innovation.

Third phase Focus on socialisation Globalisation and technology

(including online learning).
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Phases

KM

HRD

Access, application, and leverage of

collective knowledge (introduction

Use of technology such as Zoom,

Microsoft Teams, Google Meet

of CoPs).
Introduction of CoPs.

Technology and virtual knowledge

for knowledge sharing and transfer.

Focus on new knowledge and

innovation.
Digital information.

Artificial Intelligence (Al).

It can be deduced from the discussions (2.2 above) that both KM and HRD developed immensely
during the last three decades. From 1970 to 1990 the focus of HRD shifted from learning on an
individual level to include learning on individual, group, and organisational levels. Similarly, the
focus of KM shifted from document and information management to socialisation and collective
knowledge (from 1970 to 2012).

The theories that underpin the study will be discussed next.
2.3 UNDERPINNING THEORIES

The three theories underpinning KM in an HRD context are human capital theory, knowledge-

based theory, and organisational knowledge creation theory. These will be discussed next.

2.3.1 Human Capital Theory

Human capital refers to strategic human resources such as professionals [and experts] who
possess specialist knowledge, skills, abilities, and expertise (Ployhart, et al., 2014:375) and who
have the ability to learn (Fitz-Enz, cited by Nafukho et al., 2004:548, CIPD, 2017:5). Human
Capital Theory (HCT) suggests that society and individuals gain economic benefits from
investment in training and education (Sweetland 1996:341; Aliaga, cited by Nafukho et al.,
2004:546; Marginson, 2017:287). When investing in training and education, individual and
organisational performance improve (Nafukho et al., 2004:549), which results in competitive
advantage for organisations. HRD is tasked with training, education, and employee
empowerment. Participation in training improves the performance of the organisation (Pfeffer

cited by Memon, et al., 2009:4182; Mehta, 2011:4, Jacobs, 2014:34).
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2.3.2 Knowledge-based Theory

Knowledge-based theory (KBT) considers knowledge [possessed by human resources] as the
organisation’s main source of competitive advantage (Tzortzaki & Mihiotis, 2014:32). Competitive
advantage enables organisations to outperform their competitors [and survive] in the knowledge
economy. For this reason, it is crucial that employees possess specialist knowledge and skills
that competitors will find difficult to imitate or copy (Leonard-Barton, cited by Radjenovic & Krstic
2017:21; Corporate Finance Institute (CFI), (2021a). Examples of this type of [specialist]
knowledge include “know-how and patents” while CoPs, and organisational culture are
considered important to foster collaboration and knowledge sharing, according to Den Hertog and
Huizenga (cited by Raguz et al., 2017:534).

KBT considers competent employees as “scarce and valuable” (Saru, 2007:37) and
organisations’ ability to learn (learning organisations), as a major competitive advantage (Raguz
et al.,, 2017:534). HRD is tasked with organisational learning. More specifically, HRD should
provide appropriate learning opportunities and activities aligned with the strategic goals of the
organisation to ensure competitive advantage (Mehta, 2011:4; Devi, 2012; Saru, 2007:37).

It is clear from the aforementioned discussion (cf. 2.3.1; 2.3.2) that investing in employees’
education and training will create knowledge and skills that capacitate organisations to become

learning organisations to ensure competitive advantage.

Complimentary to KBT is Nonaka’s (1994) dynamic organisational knowledge creation theory

which will be discussed next.
2.3.3 Knowledge Creation Theory

The organisational knowledge creation theory (KCT) is built on the premise that individuals create
knowledge, and that this created knowledge is made available to others in the organisation by
feeding the knowledge into the organisation’s knowledge system (Nonaka et al., 2006:1179).
Subsequently, what individual employees come to know (emerging knowledge) also benefits

colleagues and others in the organisation [provided that this knowledge is shared].

KCT consists of two dimensions namely the epistemology dimension of knowledge and
knowledge conversion. From the epistemological dimension, knowledge can be converted from
tacit-to-explicit knowledge (cf. 2.7.1). In this regard, Nonaka and Takeuchi found that the success
of Japanese companies lies in transforming tacit knowledge into explicit knowledge (cf. 2.5.2;
2.5.2.1; 2.5.2.2; 2.7.1) (Nonaka et al., 2006:1179; Virkus, 2014; Dalkir, 2017:74). Knowledge
conversion entails the interaction between explicit and tacit knowledge through SECI
(socialisation, externalisation, combination, internalisation) also referred to as the SECI or
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knowledge spiral model, (cf. 2.4.1). Accordingly, knowledge is converted through socialisation
(sharing knowledge tacit-to-tacit or face-to face); externalisation (articulation of tacit to explicit
(written or codified) knowledge; combination (explicit-to-explicit knowledge), and internalisation
(“learning by doing” (cf. 2.8.5) (Nonaka et al., 2006:1182; Dalkir 2017:78).

As KCT is also the basis of the knowledge spiral or SECI model the following section will include

an overview of the models applicable to KM and for comprehensiveness.
2.4 KNOWLEDGE MANAGEMENT MODELS

According to Dalkir (2017:72), KM models are the theoretical foundations that explain the best
way to manage knowledge. Only those models applicable to this study, namely KM in an HRD
context, will be discussed next, as the majority of KM models fall beyond the scope of this study.

The most “robust” (Dalkir, 2017:79) model in the KM field, is the knowledge spiral or SECI model
that will be discussed first.

2.4.1 The knowledge spiral model

The knowledge spiral model, developed by Nonaka and Takeuchi, is based on the knowledge
creation theory (KCT) (cf. 2.3.3) and is useful to explain the process of knowledge creation.
Knowledge creation, which is not a sequential process, but rather requires a continuous dynamic
interaction between tacit and explicit knowledge. According to Dalkir (2017:74), the focus of the
knowledge spiral model is on making “personal knowledge available to others” in the organisation.
Similar to the knowledge creation theory (cf. 2.3.3), the knowledge spiral model also consists of
the epistemological dimension (converting tacit knowledge to explicit knowledge, cf. 2.7.1) and
the ontological dimension. However, the ontological dimension is further subdivided into
processes that include knowledge creation (cf. 2.8.3), knowledge conversion, and the knowledge
spiral (Dalkir, 2017:74).

The knowledge creation process commences when an individual sparks an idea for a new
product, service, or concept. In addition, knowledge creation is a social process that occurs
between individuals when ideas are shared. When these knowledgeable people share tacit and
explicit knowledge with others, they share the capacity to solve problems by applying their expert
knowledge (Nonaka et al., 2006:1182).

Knowledge creation occurs on individual, group, and organisational levels. Within the knowledge
creation process, knowledge is converted via four modes, namely socialisation, externalisation,

combination, and internalisation (SECI; cf. 2.3.3). The knowledge spiral implies a continuous flow
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of knowledge sharing by individuals, [groups] and the organisation (Nonaka & Takeuchi, 1995:
72; Dalkir, 2017:79).

2.4.2 Model for building and using knowledge (Wiig model)

The Wiig model focuses on the engagement of individuals during the building and use of
knowledge when they identify and relate to activities in producing products and services (Wiig,
1993:55). According to Dalkir (2017:85), the Wiig model (developed by Karl Wiig, 1993) is a
semantic network model that relates to the storing of knowledge. A semantic network is a system
that represents knowledge [for example culture, experience, relationships] in a network [electronic
digital format] (He, 2014:455), in other words, the organisational memory. Consequently,
knowledge must be organised and stored in an accessible source (organisational memory) to
enable its (knowledge) use.

Based on the Wiig model, effective knowledge storage entails four aspects, namely
completeness, (the availability of both tacit and explicit knowledge), connectedness (related
knowledge in the system), congruence (consistency between different kinds of knowledge in the
system), and perspective and purpose (“just-in-time” knowledge, knowledge retrieval, or on-
demand knowledge) (Virkus, 2014, Dalkir, 2017:84-85). In other words, effective knowledge
entails having knowledge readily available when a situation requires that knowledge, for example

to solve an immediate customer-related query.

The Wiig model also refines the “internalisation” process (explicit-to-tacit knowledge as referred
to in the Nonaka and Takeuchi spiral model (cf. 2.4.1). Accordingly, the internalisation process of
knowledge is presented on a continuum (degrees of internalisation), from the lowest level (novice)
to the highest level of expertise (master) (Dalkir, 2013:63-64), that is novice, beginner, competent,
expert, and master (Dalkir, 2017:86).

2.4.3 Organisational epistemology model (Von Krogh and Roos model)

The Von Krogh and Roos model differentiates between individual and social knowledge (Von
Krogh & Roos, 1995b:49). The focus of the Von Krogh and Roos model is on the individual
cognitive element (Cristea & Capatina, 2009:356, Virkus, 2014, Dalkir, 2017:73). It is based on
the hypothesis that knowledge resides in the minds of individuals and the links (or relationships)
between these individuals. The purpose of this model is to analyse how organisations disseminate
knowledge to their employees to ensure that this knowledge reaches the employees, what
knowledge means for both employee and organisation, and to analyse KM barriers. KM barriers
may, for example, include employees’ mindsets, organisational communication, organisational

structure, the relationship between organisational members, and the management of human
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resources. These KM barriers impede organisational knowledge for [strategic goals], innovation,

and competitive advantage of organisations (Dalkir, 2017:74).
2.4.4 Choo sense-making model

The Choo sense-making model is a decision-making model used to make sense of the unknown
or unseen within the organisation’s internal and external environments. Organisations can use
[knowledge and] information strategically when utilising the three interconnected processes of
this model, namely sense-making, knowledge creation, and decision-making (Choo, 2001:197;
Dalkir, 2013:58):

e Sense-making involves making sense of information from the external environment, for
example, changes and trends regarding clients, customers, competitors, and suppliers
(De Alvarenga Neto et al., 2009:595; Virkus, 2014).

¢ Knowledge creation (cf. 2.7.3) occurs through interaction (“dialogue, discourse, sharing,
and storytelling”) to change what is currently happening in the organisation into a more
desirable state (Dalkir, 2017:82).

o Decision-making entails the choices that are made by an organisation in line with its
knowledge vision. Organisations must choose the best option out of the different
(plausible) options and solutions available when making decisions (De Alvarenga Neto et
al., 2009:595; Virkus, 2014).

2.4.5 Knowledge management process model

The knowledge management process model comprises three knowledge processes that are
deemed necessary to facilitate the use of knowledge (Botha et al., 2008). These three processes

are:

¢ Knowledge creation and sensing whereby new knowledge is created and existing
knowledge is assembled in different and innovative ways through learning (Botha et al.,
2008:48).

e Knowledge sharing and dissemination to facilitate collaboration, feedback, and
internalising knowledge and communicate [transfer] to both individuals and communities

e Knowledge organisation to facilitate the acquisition, organisation, capture display
[presenting], and access of knowledge (Botha et al., 2008:49-50) [in databases or

knowledge repository].2.11 Summary

27



2.5 KNOWLEDGE MANAGEMENT: RELATED CONCEPTS

Concepts related to, and which are necessary to understand KM, will be described in this section.
These include knowledge and information (and the differences between knowledge and
information) as well as the link between knowledge and learning. It is necessary to first understand
the meaning of knowledge as knowledge and information are often used interchangeably in the
literature (Ipe, 2003:338). Reference will also be made to Bloom’s taxonomy of learning as it

relates to KM in the context of HRD.

2.5.1 Knowledge versus information

It is evident from the literature (Patel & Jain, 2018:542; Fricke, 2018:34) that knowledge is neither
data nor information, but rather a product of both data and information. In this regard, Fricke
(2018:34) states that data leads to information, whilst information leads to knowledge. Patel and
Jain (2018:542) also distinguish between knowledge and information by arguing that data is
needed “to process” information. Information is needed "to inform” and knowledge is needed “to
know” (Patel & Jain, 2018:542). Dalkir (2017:73) confirms Fricke, Patel, and Jain’s statements by

stating that “there can be no knowledge without a knower”.

Knowledge includes practical skill (capacity for action) judgement, reasoning, experiences, and
perception (Nonaka et al., 2006:1181; Whitecraft, 2013:1; Gosney & Hughes, 2016:3; Nonaka &
Takeuchi, 2019:6). Thus, people need information to be informed, and need knowledge to be able
to know. In other words, information combined with understanding, reasoning, and application
becomes knowledge (Whitecraft, 2013:1; Gosney & Hughes, 2016:3; Fricke, 2018:34). Therefore,
information and data combined with action, in other words, application, becomes knowledge.

Without action or application, there can be no knowledge, skills, experiences, or perception.

The role of HRD is to develop skills and increase the capacity of individuals and groups through
the transfer of knowledge (Ardichvili, 2017:2021) — not just information. Thus, HRD needs to

understand the difference between knowledge and information.

In addition, when information is provided, HRD professionals need to ensure that employees
understand, reason, and apply the information during training and learning to ensure information
is converted into knowledge. Coetzee and Botha (2019:218) and Armstrong (2021) argue that
knowledge is the necessary precondition for putting the skills and abilities required by the learning
outcomes into practice. In this regard, Bloom’s taxonomy of learning (Armstrong, 2021), that is,
that outcomes are classified in a hierarchical learning framework — applies. This taxonomy is used
to judge whether learning outcomes in three domains, the cognitive (knowledge, thinking,

comprehension) domain, the affective domain (values, feelings, and emotions), and the
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psychomotor domain (physical skills development) are met (Coetzee & Botha, 2019:218; Dalkir,
2017:222). Therefore, “Bloom’s taxonomy provides a good basis for assessing knowledge
application” (Dalkir, 2017:221), by not only judging and assessing knowledge and skills, but also

the level of performance that is expected (level of mastery (Dalkir, 2017:221).

Knowledge, therefore, is having the theoretical knowledge or information in the cognitive domain,
together with the practical skill or ability to apply the theoretical knowledge in the psychomotor

domain, and the moral judgment, reasoning, and discernment between right and wrong.

Consequently, HRD is responsible for the development of knowledge, and not simply providing
information. The focus of this study is therefore on knowledge and not information. The link
between knowledge and learning will be discussed in section 2.9 of this study. HRD professionals
should furthermore ensure that knowledge is applied. Bloom’s taxonomy provides a good basis

to assess knowledge application and the level of performance expected of employees.
2.5.2 Types of knowledge

The contribution of both explicit and tacit (implicit) knowledge is indicated in most of the literature
on KM (Nonaka, 1994; Yang, 2003; Olomolaiye & Egbu, 2005; Nonaka & von Krogh, 2009; Yang
et al., 2009:284; Collins, 2010; Hislop et al., 2018; Straw, 2013). Collins (2010:1) maintains that
explicit knowledge must be understood before tacit knowledge can be understood. Therefore,

explicit knowledge will be discussed next, followed by an explanation of tacit knowledge.
2.5.2.1 Explicit knowledge

Explicit knowledge includes drawings, writings, maps, and mathematical formulae discrete or
digital knowledge existing in libraries, archives, and databases (Nonaka & von Krogh, 2009;
Polanyi, 1959; Xue, 2017:23), [thus tangible]. Explicit knowledge is therefore considered as facts
and objects that can be easily stored, transferred, distributed, and accessed (Straw, 2013:28;
Hislop et al., 2018:19. Hislop et al. (2018:19) add that explicit knowledge is mostly separate from
humans.

HRD deals with explicit knowledge in the form of formal rules, policies, and procedures, standing
operating procedures, and formal communication channels (Yang et al., 2009:276). Practical
examples of explicit knowledge for training purposes in the HRD environment can, for example,
include performance plans and appraisals, personal development plans, and job analysis. Explicit
knowledge can also feature as learning support materials, instruction manuals, training reports,
training records, and videos (adapted from Werner, 2017:353; Erasmus et al., 2018:137; Botha
& Coetzee, 2019:181 Coetzee & Truman, 2019:49-50; Kiley & Coetzee, 2019:300).
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2.5.2.2 Tacit knowledge

Tacit knowledge is considered as the skill and experience (Nonaka & Takeuchi, 1995; Xue,
2017:23) that people accumulate as a result of “learning by doing” (Baguma, 2016:14). Tacit
knowledge includes, for example, attitudes (Caruso, 2017:48), beliefs (Baloh et al., 2011:49),
competencies (Koskinen et al., 2003:68), intuition and senses (Nonaka & Von Krogh, 2009:635,
Adel et al., cited by Carbery, 2015:91), world views (Baloh et al., 2011:49; Hislop et al., 2018:19)
acquired from cognitive (reasoning), physical skill (know-how), and experience (Koskinen et al.,
2003:68). Tacit knowledge is the knowledge that people use in their daily tasks, often not even
aware of what they know, or how they know. Tacit knowledge is the knowledge that one
possesses which is subconscious and becomes second nature (Hislop et al., 2018:19).

Tacit knowledge is considered central to KM (Moordian, 2006; Grant, 2007, cited by Xue, 2017:23;
Hislop et al., 2018:19). Although explicit and tacit knowledge cannot exist without the other, both
are complementary entities (objects) (Cho et al., 2009:266). Tacit knowledge, in particular, is a
prerequisite for the application of explicit knowledge (Carbery, 2015:91). This statement is
confirmed by Dalkir (2017:167) who states that about eighty percent (80%) of knowledge used by
either individuals or groups is in tacit form. The other 15%-20% used is explicit knowledge in
tangible concrete form (Dalkir, 2017:167).

Tacit knowledge is subjective, for example, discipline-specific knowledge or expertise (Virkus,
2014a; Carbery, 2015:91) (such as HRD discipline-related knowledge and expertise) and specific
to an organisation (Carbery, 2015:91). Within an HRD context, tacit knowledge is found, shared,
and created during face-to-face contact [interaction] (Carbery, 2015:91; Shabane, 2017:54) and
demonstrations (Carbery, 2015:91), socialisation, and personal interaction meetings, workshops,

seminars, on-the-job training, mentoring, and storytelling (Shabane, 2017:54).
2.6 DEFINITION OF KNOWLEDGE MANAGEMENT

As is the case with HRD, there is no universally accepted definition for KM (Hamlin & Stewart,
2010:213; Girard & Girard 2015:7; Wang et al., 2017:1165). In this regard, Sveiby (2001:1) argues

that concepts are often best defined by how people use them.

The most frequently cited definition of KM is the one by O’Dell and Grayson (1998) which refers
to KM as “a conscious strategy of getting the right knowledge to the right people at the right time
and helping people share and put information into action in ways that strive to improve

organizational performance”. The focus of this definition is on the KM activities, namely sharing,
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applying, and acquisition of knowledge for organisational performance (cf. 1.10.1; 2.8.1; 2.8.3;
2.8.4).

Other definitions of KM can be categorised in three categories, namely learning and performance

(2.6.1.), integrated (2.6.2), and Western and Eastern focus (2.6.3) and will be discussed next.
2.6.1 Knowledge management from alearning and performance perspective

It is evident from the following definitions that KM focuses on learning and development using
collaboration, best practices and lessons learned to create value for the organisation. Caruso’s
(2017:50) definition states that KM “seeks to create opportunities for collaboration where informal
learning can surface to create value”. Dalkir (2017:4) defines KM as creating, sharing, and
applying knowledge to foster continued organisational learning by storing best practices and
lessons learned in corporate memory. Other authors, such as O’Dell and Grayson (1998:173),
and Kongpichayanond (2009:376) define KM as a conscious strategy to capture and use
knowledge to enhance learning and improve performance of individuals and organisations
(Knowledge management glossary, cited by Girard & Girard, 2015:4). More recently, Beyerlein et
al. (2017:27) maintains that KM is the repetitive process of handling “actionable knowledge” as a
result of learning that occurred on individual, group, and organisational level to improve

performance.

2.6.2 Knowledge management from an integrated perspective

KM is also considered as an integrated system (integration of both explicit and tacit knowledge)
facilitated by systems and processes. As early as 1999, Alavi and Leidner (1999:6) considered
KM from a system’s perspective as a systemic process that includes both tacit and explicit
knowledge during acquisition, organisation, and communication of knowledge. Brelade and
Harman (2006:5) added that KM is a holistic approach to people effectiveness, technology,

systems, and processes that mediate people [tacit] and information [explicit].

More recently, Girard and Girard (2015:3) cited Arkell, Blodgett, Crowell and Lahaise who
described KM as an integrated, comprehensive system of processes and methods to enable
employees to share, capture and use knowledge thereby facilitating innovation and integrating

the information and experiences of individuals and groups.
2.6.3 Knowledge management from a Western versus an Eastern perspective

Definitions of KM from the Western world differ from those used in the Eastern world. KM in the
West focuses more on an individualistic approach (Jelavic & Ogilvie, 2010:54), such as the reuse

and exchange of explicit knowledge stored in information systems (Girard & Girard, 2015:1-14).
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This means the systematic capture, organisation, description, and sharing of knowledge so that

the knowledge becomes useful and reusable (Clobridge, cited by Girard & Girard, 2015:10).

The Eastern perspective (community approach), (Jelavic & Ogilvie, 2010:54) on KM is influenced
by Zen Buddhism, which is based on the belief in the oneness of humanity and nature, body and
mind, self and other (Nonaka & Takeuchi, cited by Dalkir, 2017:74). Definitions from an Eastern
perspective, for example, describe KM as knowledge transfer between explicit and tacit
[dimensions] and between the individual and the collective during knowledge creation and sharing
opportunities (Nonaka and Takeuchi; Wang, cited by Dalkir, 2017:74). Von Krogh et al. (2000:4)
also described KM from an Eastern perspective as knowledge enabling that allows conversations
and relationships to positively affect knowledge creation.

HRD should consider all three these perspectives of KM to ensure optimal development of
knowledge (explicit and tacit) for individuals, groups, and organisational performance by providing
learning and collaboration interventions. Subsequently, the following definition for KM, which
includes all three perspectives and that applies to this study within an HRD context, was
formulated in chapter 1 (cf. 1.10.1):

Knowledge management is defined as the management of systematic processes by HRD to
create, share, transfer, acquire, apply, capture, and storage of knowledge on individual, group,
and organisational levels to enhance continuous employee and organisational learning and
performance (cf. 1.3, 1.3.1, 1.10.1) (adapted from Wiig, 1995:3; Nonaka; APQC; O’Dell & Grayson
(cited by Ardichvili, 2002:451-452; Cross et al.; Davenport & Prusak (cited by Parise 2007:359);
Blankenship & Ruona, 2009:290; Cho et al. 2009:264; Caruso, 2017:2017:51; Ardichuvili,
2017:194; Dalkir, 2017:4, Xue, 2017:31).

2.7 ORGANISATIONAL APPROACHES TO KNOWLEDGE MANAGEMENT
2.7.1 Codification approach

Coadification refers to the arrangement of something into a system (Hornsby et al., 2015:279). The
codification approach to KM implies the capturing, codification, and storage of explicit knowledge
(cf. 2.5.2.1) into a system in a suitable format (Bolisani et al., 2020:57), for example, written

documents, illustrations, or maps (Straw, 2013:28).

Knowledge is codified through a people-to-content approach (Gangeswari et al., 2016:654; Masic¢
et al., 2017:134; Dixon, 2018:21) and then stored into a system. This means that knowledge is
extracted from the person who developed it, made independent of that person, and then reused

for various purposes (Hansen et al., 1999).
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An advantage of the codification approach is that it allows people to search for and retrieve
codified knowledge (explicit knowledge, cf. 2.5.2.1), without having to contact the person who
originally developed the knowledge (Gangeswari et al., 2016:654). A disadvantage of the
codification approach is information overload, for example, directories of unprocessed documents
and unread e-mails [in databases] (Kumar & Ganesh 2010:119). The role of HRD is often
overlooked in the codification approach (Gourlay, 2001:29) since people can simply access the
knowledge from a database or system in which the knowledge is captured. HRD should, however,
ensure that important knowledge from experts is codified into documents, such as lesson plans,
training materials, the workplace skills plan, annual training reports and training budgets, and
standard operating procedures (SOPs) to mention a few (cf. 2.8.3; 2.8.6). This is essential to
enable accessibility of important knowledge and for later retrieval.

2.7.2 Personalisation approach

The personalisation approach, also called the people-to-people approach (Dixon, 2018:21), aims
to improve the flow of [tacit] knowledge via networking and interaction (Bolisani, et al., 2020:57).
Tacit knowledge (which includes both cognitive skills and physical skills) (cf. 2.5.2.2) is the
knowledge that people possess, which shapes how people think and act (Hislop et al., 2018:19;
Xue, 2017:23).

The personalisation approach is preferred when creativity and innovation are needed (Kuman &
Ganesh, 2010:119). An advantage of the personalisation approach is the enabling of experience,
know-how, and expertise that cannot be captured in documents (Parise, 2007:360.) Examples of
the personalisation approach to KM [within an HRD context] include but are not limited to CoPs,
storytelling, and setting up spaces for physical and virtual interaction (Kuman & Ganesh,
2010:119).

2.7.3 Integration of the codification and personalisation approaches

An integration of the codification and personalisation approaches, or a hybrid approach, is
suggested by several authors such as Hansen et al. (1999); Zhang et al. (2012), and Bolisani et
al. (2020:58). Hansen et al. (1999), for example, suggested a combined strategy between the
codification and personalisation approaches with an 80/20 blend (80 codification and 20
personalisation). However, the mix between the codification and personalisation approaches,

depends on the needs of a specific organisation.

Davenport et al. (cited by Gourlay, 2001:29) suggest that HRD should take social relations and
organisation culture into account when considering providing opportunities for collaboration.
Accordingly, HRD would most likely take on a larger personalisation approach, although it cannot

exclude a codification approach as HRD should also ensure that HRD documents are stored in a
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system for later retrieval (cf. 2.7.1). As suggested by Hansen et al. (1999) and Zhang et al. (2012),
HRD can use a hybrid approach utilising the help of experts, or specialists, that can make explicit

knowledge understandable.

The KM cycle and activities will be discussed next, with an indication how the KM activities relate

to HRD, where applicable.
2.8 KNOWLEDGE MANAGEMENT CYCLE AND ACTIVITIES

Knowledge management consists of several knowledge activities that are included in a cycle (or
process) during which knowledge is “transformed” (Wiig, 1995; Tomé, 2012:95, Dalkir, 2017:61)
for example, activities such as transferring, sharing, renewing, unlearning, creating, and stocking
of knowledge (Tomé, 2012:95). Other authors also refer to the following management activities,
such as knowledge creation (Alavi & Denford, 2011:107; McFayden et al., cited by Matsuo,
2015:1189; Kaba & Ramaiah, 2019:11); knowledge acquisition (Carbery, 2015:5; Hislop et al.,
2018:122), knowledge application (Alavi & Denford, 2011:107), knowledge capture (Dalkir,
2017:119-120); knowledge discovery (Kaba & Ramaiah, 2019:532), knowledge dissemination
(Dalkir et al., 2015:60), knowledge exchange (Gangeswari et al., 2016:662-665; Pandey,
2016:31), knowledge generation (Brix, 2017:117); knowledge integration (Dalkir et al., 2015:60);
knowledge retention (National Academies of Sciences, Engineering and Medicine, 2017; and
Aggestam et al., 2014:560; National Academies of Sciences, Engineering and Medicine, 2017),
knowledge sharing (Renzl, cited by Alavi & Denford, 2011:107), knowledge storage (Caroline et
al., 2015:3; Dalkir, 2017:215), and knowledge transfer (Gangeswari et al., 2016:665; 1GI Global,
2021f).

There is, however, a lack of consistency amongst authors regarding the naming of KM activities
in the KM cycle (Dalkir, 2017:38). In 2015, Evan, Dalkir and Bidian developed an integrated KM
cycle (integrating different naming conventions from authors such as Meyer & Zack (1996);

Bukowitz & Williams (2003); and McElroy (1999) into three main categories, namely:

e Knowledge capture and/or creation include activities such as acquisition, creation,
storage/retrieval, learning use distribution, and codification.

e Knowledge sharing and dissemination include KM activities such as presentation and
assessment.

e Knowledge acquisition and application include building, sustainment, and value
realisation (Dalkir, 2017:38).

Although these terms differ, there is some overlapping amongst all these activities (Dalkir,
2017:60). The knowledge activities applicable to this study, namely knowledge sharing,

knowledge transfer, knowledge creation, knowledge acquisition, knowledge application,
34



knowledge capture, and knowledge storage are discussed next, and the applicability of each

within an HRD context is indicated.

2.8.1 Knowledge sharing

Knowledge sharing (cf. 1.3.1), also known as knowledge exchange (Gangeswari et al., 2016:662-
665; Pandey, 2016:31) is considered a people-to-people process (Masic¢ et al., 2017:134-135;
Dixon, 2018:21). However, authors such as Paulin and Suneson (2015:77) claimed that
knowledge can never be shared as knowledge exists in context. The reason is that the receiver
interprets knowledge based on the receiver’s background (thus the interpreted knowledge may

differ from what was intended by the sender).

Knowledge sharing can either be unidirectional (sharing knowledge one-way from a sender to an
individual receiver where the receiver reflects on the shared knowledge) or bidirectional (giving
and collecting knowledge, between two or more people as a participative process (Gangeswari
et al., 2016:662-665). The core of knowledge sharing is co-creation and social interaction
(Ardichvili, 2017:202). Therefore, HRD should create social structures such as learning
communities and knowledge networks (cf. 2.9.2.3) for knowledge sharing to take place (Cho et
al., 2009:264).

Within an HRD context, unidirectional knowledge sharing can occur by [listening to] motivational
speakers (Sterling, 2015), game-based learning, conferences, videoconferencing (Skyrme cited
by Fombad & Onvancha, 2017:6), as well as workshops and seminars (Shabane 2017:54). In
addition, social media platforms such as YouTube, Twitter (Remko et al., 2017:4-6); LinkedIn
(Natarajan, 2020:727), Facebook, and blogging (Chan et al. 2013:1; Pandey, 2016:31; Natarajan,

2020:727) are useful to share unidirectional knowledge in an HRD context.

Examples of bidirectional knowledge sharing within an HRD context include structured (CoPs)
(cf. 2.9.2.3) (Webber cited by Fombad & Onvancha, 2017:6; Aljuwaiber, 2021:228) work teams
(Ipe, 2003:349), project teams during action learning (Chandavimol et al., 2013:51), coaching
(Rebernik & Sirec cited by Salis, 2010:4), mentoring (Shabane 2017:54; Curtis & Taylor,
2018:142), feedback (Briner, 2016; Zhang et al., 2012:1329) and after-action reviews (Skyrme
cited by Fombad & Onvancha, 2017:6), formal and informal networking, as well as watercooler
conversations, storytelling, meetings (Webber cited by Fombad & Onvancha, 2017:6), and

problem-solving (Galeazzo & Furlan, 2019:1017).
2.8.2 Knowledge transfer

Knowledge sharing and knowledge transfer (cf. 1.3.1) are often used interchangeably in the
literature (Ardichvili, 2017:195). For example, Dalkir et al. (2015:60) refer to knowledge sharing
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[and not knowledge transfer] as dissemination or integration. Knowledge transfer is, however, a
much broader concept than knowledge sharing (Gangeswari et al., 2016:662-661). This is
because knowledge transfer includes knowledge sharing, knowledge acquisition, knowledge
assimilation, and knowledge application. Knowledge transfer also involves the movement of
knowledge and facts from one location to another, for example across organisations and business
units (Wang & Noe, 2009:117; Gangeswari et al., 2016:662-661; Ardichvili, 2017:194).

Knowledge is transferred either by using the codification approach (people-to-content, cf. 2.7.1)
or the personalisation approach (people-to-people, cf. 2.7.2) (Gangeswari et al., 2016:665; Masi¢
et al., 2017:134-135; Dixon, 2018:21) (cf. 2.6.1, 2.6.2). When using the codification approach,
knowledge is transferred via codified material such books, [manuals, documents, articles,
journals], and/or online, materials (Gangeswatri et al., 2016:664), and newsletters (Farnese et al.,
2019). HRD can utilise documents and materials for knowledge transfer such as job content
analysis, job descriptions (Erasmus et al., 2018:136), job processes (Li & Herd, 2017:188),
checklists, work procedures, blogs, and wikis (Li & Herd, 2017:188).

During the personalisation approach, knowledge is transferred between at least two participants
and includes knowledge acquisition, assimilation (integration), and application (Gangeswari et al.,
2016:664). Training and development are examples of the transfer of knowledge, according to
Conley and Zheng (2009:342) and is therefore something at which HRD excels. Therefore, within
a HRD context, knowledge can be transferred by attending training [or workshops], employee
orientation [induction], on-the-job-training (Li & Herd, 2017:188-191), e-learning (Charband &
Navimipour, 2018:1471), observations (Botha & Coetzee, 2019:180; Erasmus, et al., 2018:135),
coaching, CoPs, job shadowing, mentoring, and networking, (Shabane, 2017:54), during
performance appraisal (Botha & Coetzee, 2019:181), performance management and succession
planning (Shabane, 2017:60; Werner, 2017:353), interviews, and group discussions (Erasmus et
al., 2018:135).

2.8.3 Knowledge creation

Knowledge creation (cf. 1.3.1) occurs when new knowledge is combined with existing knowledge
(Brix 2017, 112; Ramadan et al., 2017:442; KMT, 2018c). Knowledge creation is also referred to
as knowledge discovery (Kaba & Ramaiah, 2019:532) or knowledge generation (Brix, 2017:117).
For knowledge creation to occur, internal (innovation and knowledge generated by internal
sources of organisations) and external knowledge (knowledge acquired from sources outside of
the organisation) (Zhang & Wu, 2017:170) need to be integrated, (Bresciani & Ferraris, cited by
Papa et al., 2017:329). Nonaka and Takeuchi (2019:20) state that knowledge creation enables

innovation. Therefore, knowledge creation and innovation (KMT, 2018) often go together.
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Knowledge is created when people collaborate and dialogue happens (Tomé, 2012:94), for
example during learning opportunities (Li & Herd, 2017:185). Within an HRD context, knowledge
creation includes opportunities for networking and interaction (Bolisani, et al., 2020:57; Farnese
et al., 2019), for example, apprenticeships, mentoring, [and coaching] (Ardichvili, 2017:202),
observing colleagues, and working side-by-side (Farnese et al., 2019), experiential learning —
particularly double-loop learning (also known as generative learning, which implies the
questioning and correcting of errors in the way of doing things according to Carbery, 2015:87)
(Gosney & Hughes, 2016a:4), and [self-study]. Knowledge creation also occurs during knowledge
sharing, for example, when people are involved in problem-solving and innovation (Kaba &
Ramaiah, 2019:532), sharing their ideas and experiences (Darling, 2014:25). Knowledge creation
may also occur during knowledge transfer, for example, in classroom training, online databases,
intranet, models, best practices, handbooks, self-reflection, trial-and-error (Farnese et al., 2019),
training materials, training reports, performance management, and quality management
(Erasmus et al., 2018:34). Knowledge creation is crucial, especially in the knowledge economy to
keep up with constant change such as technology (4™ industrial revolution) and changes brought
forth (Farnese et al., 2019) from, for example, the COVID-19 pandemic. The fourth industrial
revolution is characterised by immense technological advancements in all industries known as

artificial intelligence, nanotechnology, and internet of things (Schwab, 2016).
2.8.4 Knowledge acquisition

Knowledge acquisition (cf. 1.3.1), also referred to as “obtaining knowledge” (Kaba & Ramaiah,
2019:532) involves the identification and looking for new knowledge, but also the recognition of
existing knowledge (Rusly et al., 2015:1205; Brix, 2017:115). Knowledge acquisition is also
considered learning. Liew (2013:51); Carbery (2015:5), and Erasmus et al. (2019:98) refer to

learning as the acquisition of knowledge for example during classroom and practical learning.

Knowledge acquisition involves finding knowledge from both inside the organisation and
externally (Rusly et al., 2015:1205; Brix, 2017:115). For HRD, knowledge is acquired inside the
organisation in the form of explicit knowledge such as company knowledge [policies, procedures,
strategic goals, and objectives], performance documents (Werner, 2017:353), training records,
and training materials (Erasmus et al., 2019:137; Botha & Coetzee, 2019:181; Coetzee & Truman,
2019:49-50; Kiley & Coetzee, 2019:300) in existing databases. When knowledge is not available
within the organisation, HRD can acquire knowledge from external sources such as scientific
journals, software programs, hiring experts (from competitors), or when buying existing training
materials (Brix, 2017:115; Bolisani & Bratianu, 2018:164; KMTb, 2020; Training Material
Development, 2021; KMTb, 2020).
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Knowledge acquisition also includes the creation of new knowledge (cf. 2.8.3) via social
interaction (Liew, 2013:51). HRD can assist employees in acquiring knowledge through CoPs (cf.
2.9.2.3) (Jorgensen & Keller, 2008:525; Fullwood & Rowley, 2021:9); mentoring (cf. 2.9.2.2), job
shadowing, notice boards, peer-to-peer [interaction], observations (Botha & Coetzee, 2019:180;
Erasmus, et al., 2018:135), and individual research (Fullwood & Rowley, 2021:9). Interventions
such as blogs, e-learning, flipped classrooms, gamification, mobile learning, and virtual
classrooms (Erasmus et al., 2019:100) can also be used by HRD to enable knowledge acquisition
(cf. 2.8.4).

2.8.5 Knowledge application

Knowledge application (cf. 1.3.1) implies the actual use or practice of knowledge (Evans et al.,
2014:88; Dalkir, 2017:217) and is therefore also referred to as “learning by doing” (Rebernik &
Sirec cited by Salis, 2010:4) and “training transfer” (Huang et al., 2015:710), or “learning transfer”
(Raliphada et al., 2014:743). “Training transfer” refers to the maintenance and use of learned
knowledge for effective performance (Baldwin & Ford, cited by Blume et al., 2019:270; Werner,
2022:76).

Organisations are concerned about their return on training investment, therefore the extent to
which employees apply acquired knowledge and skills to their jobs is crucial (Huang et al.,
2015:710). HRD is responsible for learning and performance [and improved products] in the
organisation and therefore contributes to the return on investment (ROI) of the organisation
(Blankenship & Ruona, 2009:290; Ardichvili, 2017:194). More recently, Ode and Ayavoo
(2019:210) concur that knowledge application in the form of improved products and services
(innovation), are essential to ensure competitive advantage in organisations.

An example of knowledge application [within an HRD context] is when knowledge and skills
acquired during a training intervention (such as a workshop on customer services) are applied in
the workplace to achieve improved client services (Huang et al., 2015:720). Knowledge
application includes making decisions and performing tasks with the knowledge and skills
acquired from a learning context (Huang et al., 2015:710).

HRD is thus responsible for learning and performance [and improved products] and therefore
contributes to the ROI of the organisation (Blankenship & Ruona, 2009:290; Ardichvili, 2017:194).
However, HRD should ensure that employees can apply the acquired knowledge and skills to

realise ROI.
2.8.6 Knowledge capture

Knowledge capture (cf. 1.3.1) refers to the process whereby tacit knowledge is converted into
explicit knowledge (cf. 2.5.2.1; 2.5.2.2; 2.7.1) (Virkus, 2011; National Academies of Sciences,
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Engineering and Medicine, 2017) [in tangible form], in other words, codification (cf. 2.7.1).
Knowledge capture, which consists of various processes, systems, and interactions, is essential
to ensure that critical knowledge is retained (preserved) in the organisational memory (knowledge
repositories) (Virkus, 2011; National Academies of Sciences, Engineering and Medicine, 2017).
Critical knowledge exists with experts inside the organisation as well as external consultants,
competitors, customers, or suppliers (Becerra-Fernandez & Sabherwal, 2015). Once critical
knowledge is captured in explicit form, it can be shared, captured, and retained [stored] in the

organisational memory (Becerra-Fernandez & Sabherwal, 2015; Virkus 2011).

However, it is not always possible to capture tacit knowledge (Martins & Meyer 2011:80; EI-Den
& Sriratanaviriyakul, 2019:24) because people do not constantly want to let go of the knowledge
that they have (El-Den & Sriratanaviriyakul, 2019:24). HRD can assist with capturing tacit
knowledge in document form, for example, hands-on skills, procedure [to simplify a job], names
and contact details of potential customers, suggestions dealing with customer complaints, writing
journals, tips on how to deal with challenges (Magalhdes, 2015), storytelling, lessons learned,
and (experience guided) mentoring (Malamed, 2020). Tacit knowledge such as expert or
specialist knowledge should also be captured in explicit form (codification — cf. 2.7.1) to ensure
that such knowledge is retained when expert HRD employees leave the organisation.

2.8.7 Knowledge storage

Whilst knowledge capture focuses on the conversion of tacit into explicit form (codification, cf.
2.7.1), knowledge storage (cf. 1.3.1) focuses on the storage of the converted (explicit) knowledge
in systems (databases) or organisational repositories. According to Dalkir (2017:60), knowledge
capture and knowledge storage are two different activities, but they overlap (Aggestam et al.
(2014:560) and more recently the National Academies of Sciences, Engineering and Medicine
(2017) similarly indicate an overlap between knowledge storage and knowledge capture, given

that both contribute to knowledge retention.

The purpose of knowledge storage is to have [explicit] knowledge available for employees to
locate, retrieve, or access with ease (Pandey, 2016:37) when needed. Knowledge must therefore
be stored in repositories (to build organisational memory) for easy access. Repositories or
organisational memory are systems where knowledge is stored (Gray, 2001:370; Pandey,
2016:37; KMT, 2018e).

Within an HRD context, tacit knowledge that is captured in explicit form should be stored, for
example, in databases and intranets for future use. This knowledge includes company
knowledge, such as documented work, policies and procedures, codes of conduct, job

procedures, contact details of relevant people and customers, complaints, and suggestions
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(Magalhaes, 2015). HRD should take care that knowledge sharing activities are not replaced by

repositories, but rather that they enhance knowledge sharing, as suggested by Gray (2001:371).
2.8.8 Synthesis - Knowledge management activities

It becomes clear from the previous discussions on KM activities that knowledge sharing is a
people-to-people process only (Masi¢, 2017:134-135; Dixon, 2018:21), while knowledge transfer
is the movement of facts (knowledge) from either people to people or people to content
(Gangeswari et al., 2016:662-661; Ardichvili, 2017:194; Masi¢, 2017:134-135; Dixon, 2018:21).
Knowledge creation occurs when new and existing knowledge are combined (Bresciani and
Ferraris, cited by Papa et al. 2017:329; KMT, 2018c). Knowledge acquisition is considered to take
place during learning and can be acquired internally or externally to the organisation Knowledge
application is the practice of knowledge (Evans et al., 2014:88), thus learning by doing (Rebernik
& Sirec cited by Salis, 2010:4, Argote & Levine, 2020:5). HRD should ensure that learners can
apply knowledge acquired through learning interventions to realise ROIl. Knowledge capture
occurs when tacit knowledge is converted into explicit form to enable the storage of such explicit
knowledge (knowledge storage) in organisational repositories or systems for easy access by all
employees (Gray, 2001:370; Virkus, 2011; Pandey, 2016:37; National Academies of Science,
Engineering & Medicine, 2018:2). While all KM activities overlap (Dalkir, 2017:60), Rowley
(2001:235) suggests that all the KM activities in the KM cycle should be part of the learning cycle

of the organisation to ensure organisational success. Learning will therefore be discussed next.

2.9 THE LINK BETWEEN KNOWLEDGE MANAGEMENT, LEARNING AND HUMAN
RESOURCE DEVELOPMENT

2.9.1 Learning

Learning can be defined as acquisition of knowledge (cf. 2.8.4), experience, skills (Liew, 2013:51;
Carbery, 2015:5), and the cognitive outcome of learning programmes (Botha & Coetzee,
2019:102). According to Meyer et al. (2017:239), learning programmes are sets of learning

activities in which candidates are involved while working towards achieving learning outcomes.

Knowledge is one of the foundations of learning (Blanchard & Thacker, cited by Botha & Coetzee,
2019:102). Both Matsuo (2015:1187) and Crossan et al. (cited by Brix, 2017:113) maintain that
the KM activity, namely knowledge creation (2.8.3), is part of learning. Thus, there is a connection

between learning and knowledge.

Individual learning is the interaction experience with the environment allowing the individual to
learn, understand, [and] manifest change in behaviour on their own level and at their own pace
(Wallace, 2014; Zanelli, cited by Galleli et al., 2018:1200). Basten and Haamann (2018:1) concur
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that individual learning and knowledge contribute to organisational learning. The role of
organisational learning is to transform individual knowledge into organisational knowledge.

Consequently, organisational learning (OL) will be discussed next.
2.9.2 Organisational learning

Organisational learning (OL) is described as a process whereby an organisation (that creates,
and transfers knowledge gained from experience) improves itself (Valamis, 2019). OL is therefore
learning from processes and outcomes as well as applying knowledge for purpose. OL is also
described as “the bridge between working and innovating” by Brown and Duguid (KMT, 2018a).
OL is the source for development of new organisational knowledge, according to Cheng et al. and
Chiva (cited by Basten & Haamann, 2018:2). In other words, OL is about how organisations learn
and adapt to new knowledge (Carbery, 2015:85) and is important for innovation.

Functions of OL include KM activities, namely the ability to create (cf. 2.8.3), share (cf. 2.8.1) (Cho
et al., 2009:264), transfer (2.8.2), retain (cf. 2.8.6, 2.8.7) (Valamis, 2019), and transform individual
knowledge into organisational knowledge (Basten & Haamann, 2018:1). It is therefore evident
that KM and KM activities are essential to enable continuous organisational learning (OL) (Cho
et al., 2009:264), therefore, to transform individual knowledge into organisational knowledge.

When a new product is developed, the organisation must reflect on the process and outcome
involved in creating this product. Through this reflection, learning occurs (Valamis, 2019).
Therefore, the outcome of this reflection [lessons learned] must be captured and stored (cf. 2.8.6;
2.8.7) in the organisation’s repository to be available and to be transferred (disseminated)
throughout the organisation. Reflection (metacognition) (Schon, cited by Wilson, 2012:53) is
crucial to draw out tacit knowledge and to make tacit knowledge explicit for learning to occur and
eventually improve performance (Wilson, 2012:53). Consequently, creating a learning culture
benefits individuals, teams, and the organisation (Valamis, 2019). To facilitate learning, HRD can

create and enable various learning interventions, which will be discussed next.
2.9.3 Learning interventions

HRD is not only responsible for learning, training, and development (Wilson, 2012: xxvii), but also
for the creation (cf. 2.8.3), sharing (cf. 2.8.1), and utilisation (cf. 2.8.5) of knowledge (Cho et al.,
2009:264; Ardichvili, 2017:194; Caruso, 2017:51), HRD should understandably be involved in OL
(cf. 2.8.2). HRD could utilise various strategies and interventions to optimise learning and

performance.
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2.9.3.1 Classroom training and facilitation

Classroom training is the training of a group [of people] away from the workplace to provide the
skills and knowledge to perform successfully back on the job (Kiley & Coetzee, 2019:316).
Facilitation occurs when people are involved in working together to achieve certain outcomes. In
facilitation, the trainer becomes the facilitator, allowing mutual sharing of experience and flow of
information instead of conveying knowledge and skills (Kiley & Coetzee, 2019:316). Learning
experiences must be learner-centric to provide “just-in-time” opportunities to gain new [knowledge
and] skills (Kiley & Coetzee, 2019:316).

Alternative methods to classroom training include demonstrations, simulations, audio and visual
media, case studies, guided teaching, group inquiry, reading and discussions, information search,
and flipped classrooms (Erasmus et al., 2019:189-199) (cf. 2.8.5). Other forms of training or

learning include coaching and mentoring, which will be discussed next.

2.9.3.2 Coaching and mentoring

Coaching refers to a developmental relationship between a coach (line manager or consultant)
and a performer [employee], unlocking a person’s potential to maximise their current work
performance (Schenk, 2016:426; Coe et al., cited by Werner, 2022:323; Werner, 2022:323).

Mentoring involves a developmental (teaching and learning) relationship that focuses on long-
term development of a mentee or protégé and covers a wider area in terms of knowledge,
experience, and career planning. The mentor is typically an authoritative, experienced, and
knowledgeable senior employee that takes on an active role in guiding the less experienced
individual (protégé) (Schenk, 2016:426; Erasmus et al., 2019:202). Mentoring provides a means
for knowledge sharing that also increases the internal knowledge of the organisation (Erasmus et
al., 2019:202).

Coaching and mentoring share similar characteristics. Both focus on individual capabilities,
[knowledge], skills, and individual learning styles; make use of on-the-job-training and involve
“just-in-time-learning” (Schenk 2016:426; Werner, 2022:172). Both involve “helping rather than
teaching” people (Erasmus et al., 2019:201). Consequently, both coaching and mentoring require
developmental relationships and use similar skills and techniques. However, the main differences
between the two are in “scope and duration” (McBain, cited by Schenk 2016:426) and the goal of
each. Coaching is about improving performance in the employee’s current job; while mentoring is
about the employee’s career development, individual growth, and maturity. [Both are ideal

opportunities for knowledge sharing, knowledge acquisition, and knowledge application].
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2.9.3.3 Communities of practice

Communities of practice (CoPs) are referred to as groups of individuals that share a common
interest in a topic, and through ongoing interaction and relationship building, deepen their interest
in that topic (Carbery, 2015:94). CoPs are also a form (Ardichvili, 2008:267) of collective learning
at organisation level (Knapp, cited by Carbery, 2015:94). The aim of CoPs is to develop expertise
of members, to facilitate learning, and for members to share common interests (Choi et al.,
2019:54). As members of CoPs are closely connected to the changes that are taking place, they
become knowledge experts creating additional value for the organisation. CoPs are the ideal
platforms for less experienced members to have the opportunity to learn from more experienced
members [experts and specialists] during interaction (Lave & Wenger, cited by Ardichvili,
2008:542).

There is a link between CoPs, knowledge, KM, and associated KM activities. CoPs are useful to
cultivate collaboration and interaction between organisational members, thereby also contributing
to organisational learning and KM activities (Choi et al., 2019:53-54). Through CoPs, KM can
drive innovation (Choi et al., 2020:64). Tacit knowledge is difficult to share (Nonaka, 1994) and
communicate (Brown & Duguid, Rucker, Wenger et al., cited by Ardichvili, 2008:542) because of
its intuitive nature. However, CoPs are useful in creating and sharing this tacit knowledge
(Nonaka, 1994; Polanyi, 1959, cited by Ardichvili, 2008:542). Therefore, CoPs like OL (Basten &
Haamann, 2018:1), assist in converting individual knowledge into organisational knowledge (Choi
et al., 2019:54).

2.9.3.4 Virtual communities of practice

As technology advances and changes occur as a result of globalisation [and COVID-19],
traditional HRD technigues are becoming irrelevant. Virtual communities of practice (VCoPs)
emerged due to this technology (Bennet, 2009:363; Mutamba, 2017:9) and changes. VCoPs are
online social networks (Chiu et al., cited by Ardichvili, 2008:542) and were developed and
maintained using technology such as the internet (Bennet, 2009:363 Mutamba, 2017:9).
Examples of VCoPs are chat rooms, intranets, email, electronic performance support, news
feeds, and shared editable documents (Bennet, 2009:366; Mutamba, 2017:9).

Members are practitioners who are experts or specialists in their specific fields of interest. VCoPs
perform a central role in promoting communication and collaboration between members who are
dispersed in both time and space. According to Lave and Wenger (cited by Jorgensen & Keller,
2008:529), individuals learn by becoming members of a community or group and learn how to
interact. VCoPs make collective online learning possible and encourage knowledge creation and

acquisition.
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HRD can establish, facilitate, and utilise CoPs [including VCoPs) as CoPs provide a [common]
language for sharing informal and tacit learning processes in the organisations and communities
(Jorgensen & Keller, 2008:528).

2.10 THE FUNCTION AND ROLE OF HUMAN RESOURCE DEVELOPMENT

According to Wilson (2012:7), HRD is responsible for enhancing employees’ potential and growth
by developing knowledge, skills, and competencies. HRD must create a constant flow of
knowledge from experts [and specialists] to develop mechanisms for continuous knowledge [use
and application] across various levels [of the organisation]. Additionally, HRD must promote and
support [employees] through practice-aligned HRD programmes, promote initiatives, and ensure
that informal tacit knowledge is shared (Mir et al., 2017:97).

HRD has various roles and tasks to fulfil to ensure that learning and management of knowledge
occur thereby assuring enhanced performance. Accordingly, the roles of HRD professionals will
firstly be discussed from an international perspective and thereafter from a South African context
(cf. 2.10.1).

2.10.1 Therole of human resource development professionals: International perspective

According to the Association for Talent Development (ATD) (cf. 1.3.2), HRD professionals assist
organisations in managing human elements of change and create talent development strategies
that align with their organisations’ business strategies (ATD, 2021). Other roles of HRD
professionals include facilitation and delivery of training, managing the training function,
leadership development, analysing skills gaps, designing training programmes, succession

planning, and performance management, amongst others (ATD, 2021).

The ATD’s most recent (2020) Talent Management Capability Model, categorises HRD
professionals’ capabilities into three domains of practice, namely personal capability, professional
capability, and organisational capability (ATD, 2021). Each of these domains are further refined

with required capabilities to ensure that HRD professionals are effective in practice:

e Personal capability domain capabilities are needed to build an effective organisational
culture and include communication, emotional intelligence and decision-making,
collaboration and leadership, cultural awareness and inclusion, project management,
compliance, and ethical behaviour. (ATD, 2021).

e Professional capability domain capabilities assist with fostering learning, maximising
performance, and developing employees’ capacities and include career and leadership
development, coaching, evaluating impact, instructional design, knowledge management,

learning sciences, training delivery and facilitation, technology application (ATD, 2021b).
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Organisational capability domain capabilities ensure that talent development drives organisational
performance and results and include business insight, change management, consulting and
business partnering, data and analytics, future readiness, organisation development and culture,

performance improvement, talent strategy, and management (ATD, 2021b).

2.10.1.1 Roles and tasks of human resource development professionals in South Africa

HRD professionals in South Africa have various tasks and roles to fulfil. Tasks are defined as
activities or [functions] designed to help achieve specific learning goals (Hornsby et al.,
2015:1548). A role is defined by Hornsby et al. (2015:1302) as the degree to which someone is

involved in [or part played] in activities.

The tasks of HRD professionals in South Africa include setting HRD obijectives, identifying training
and development needs, and ensuring that skills requirements and are met. The tasks in addition,
include the coordination, monitoring, and implementation of personal development plans, and
workplace skills plans and reports. HRD professionals also advise on training matters; evaluate,
and monitor training and learning, and development programmes for quality, and deal with
vocational and occupational matters. They further develop training materials; conduct training and
development; facilitate workshops, meetings, and conferences; evaluate and review training
objectives, learning outcomes, and assessment of training outcomes and course deliverables
(Botha & Coetzee, 2019:191-192).

The Occupational Framework for Occupations (OFO) (DHET, 2019) (cf. 1.10.4) refers to the
following as the tasks of training and staff development professionals: planning, development,
design of learning interventions; and assessment and evaluation of training and development
interventions to ensure that employees acquire the relevant knowledge, skills, and competencies
to meet organisational objectives. Tasks include evaluation of the quality of training and learning

interventions and conducting assessments to determine competence (DHET, 2019).

Although the OFO classifies skills development practitioners and HRD coordinators under
business and administration professionals (DHET, 2019), Botha and Coetzee (2019:191-192)
include skills development in the tasks of HRD professionals. The inclusion of skills development
as a task of HRD professionals is congruent to practice as confirmed by Edwards (2021).
However, Edwards (2021) emphasised that not all organisations use experienced and competent
skills development practitioners to fulfil tasks as per the OFO guidelines. Some organisations
merely capture data in an administrative capacity for compliance purposes. Notwithstanding the
previous statement, other organisations, however, do recognise the value of skills development

practitioners. In these organisations, skills development practitioners fulfil the tasks indicated in
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the OFO. Subsequently, in South African skills development practice, there is a divide between
theory and what is taught according to the policies, criteria, and guidelines provided by DHET,
and what is indeed practiced (Edwards, 2021).

The roles of HRD professionals in South Africa include those of assessors, moderators, learning
facilitators, quality coordinators and compliance managers, training material designers and
developers, and skills development facilitators (OFO, 2019) (cf. 4.4.1)

e An assessor is a “person able to conduct a high-quality internal and external assessment
for specific qualifications, part-qualifications, or professional designations” (National Policy
and criteria for designing and implementing assessment for NQF qualifications and part
qualifications and professional designations in South Africa, 2014:4). For HRD,
assessment is a form of measurement or diagnosis used to ensure that acquired
knowledge and skills are applied on the job. Tools such as case studies, demonstrations,
logbooks, portfolios, practical exercises, questionnaires, roleplays, self- or peer
assessments or simulations are used to determine whether learners can indeed apply
their knowledge (Meyer et al., 2017:247).

¢ Moderators “fulfil the role of quality improvement agents by providing guidelines on how
assessment practices can be improved” (Meyer et al., 2017:278).

e Learning facilitators are ‘“trainers” that adopt a facilitative approach to training “in learner-
centred training (in the outcomes-based training context” (Kiley & Coetzee, 2019:310).

¢ Training material designers and developers prepare and develop instructional training
materials and support materials (OFO, 2019).

e Quality coordinators and compliance managers in the HRD sphere monitor, evaluate,
verify, and manage the quality of learning and development interventions (OFO, 2019).

e Skills development facilitators advise on planning skills development matters and are
responsible for developing and implementing workplace skills plans (WSPs) in South

African organisations, (Coetzee & Truman, 2019:54).

It became evident from the previous discussions that HRD professionals in South Africa fulfil a
wide variety of tasks and roles, although KM is not mentioned in the OFO. In contrast however,
the ATD (2021) includes KM (amongst other) as an essential professional capability for HRD
professionals to foster learning, maximise performance, and develop employees’ capacities. The
findings of this study may shed light on whether South African HRD professionals fulfil any roles

concerning KM and/or to what extent the tasks indicated on the OFO are related to KM.
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2.11 SUMMARY

In this chapter, the literature study that was conducted to answer the first research question posed
in this study was discussed. KM in relation to HRD specifically was examined, both from an
international and national (South African) perspective. This discussion of KM included the
background and evolution of KM, the underpinning theories, and the definition of knowledge and
KM. The organisational approaches that organisations can utilise in terms of their KM strategies,
KM models, and KM activities were also considered. Thereafter, a link was made between
knowledge, KM and learning to position the KM link with HRD. Finally, the role and functions of

HRD in relation to KM were discussed.

In the next chapter, the research methodology followed in this study together with research
approach, strategy, methods, data collection, study population, data quality, and ethical
considerations will be discussed.
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CHAPTER 3 RESEARCH DESIGN AND METHODOLOGY

3.1 INTRODUCTION

In the previous chapter a literature study was conducted regarding knowledge management (KM)
in relation to human resource development (HRD). Both international and national perspectives
regarding KM were explored. In addition, the theories underpinning KM were also discussed.
Chapter 2 further focussed on the definition of KM, KM strategies, KM models and KM activities

were also discussed.

In this chapter, the research methodology employed in conducting this study will be discussed.
This discussion includes the research approach, research strategy, and research method used.
The research setting and entrée, study population, and study sample are also outlined. In addition,
the collection, recording, and analysis of the collected data is described. Strategies to ensure data
guality are discussed, and finally, the ethical considerations that were taken into account during

this study are explained.
3.2 RESEARCH DESIGN

A research design is described as a plan, strategy (Nieuwenhuis, 2019:80), or proposal (Creswell
& Creswell, 2018:4) to conduct research. A research design includes the underlying philosophical
assumptions, specifies the selection of participants and data-gathering methods, as well as the
data analysis to be conducted (Nieuwenhuis, 2019:80) during a particular study. A research
design, therefore, includes an intersection of philosophy, research approaches, and specific
methods (Creswell & Creswell, 2018:4).

3.3 RESEARCH APPROACH

A qualitative research approach, based on an interpretivist perspective, was used to conduct
this study. Qualitative research is described as research that examines individuals in social
settings seeking answers to certain questions (about a phenomenon) (Leedy & Ormrod, cited
by Fouché & Chubb, 2021:40). Qualitative research entails exploring words (linguistics),
rather than numbers, and focuses on processes in natural settings (Polkinghorne, Berg, cited
by Nieuwenhuis, 2020:59). Words in the form of concepts, symbols, and terms are the best
way to communicate meaning, (especially from the participant’s point of view (Leedy &
Ormrod, cited by Fouché & Chubb, 2021:40)). Consequently, qualitative research was
chosen for this study (Nieuwenhuis, 2020:59) as qualitative research comprises diverse
perspectives and practices for generating knowledge (Leavy, cited by Nieuwenhuis,

2020:56). More specifically, the rationale for selecting qualitative research for this study was
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to explore meaning from the participants’ view (in the form of words, concepts, and symbols)

regarding knowledge management (KM) (the phenomenon).
3.3.1 Characteristics of qualitative research

Qualitative research, according to Kumar, and Creswell and Poth (cited by Fouché & Chubb,
2021:41), is characterised as flexible, since this form of research is unstructured, therefore
it is more appropriate when the nature of a phenomenon is explored. Another characteristic
is that qualitative research describes situations, phenomena, problems, or events, without
the researcher quantifying it. Researchers collect data themselves. As the key instrument,
the researcher interviews participants and observes the participants’ behaviour. In qualitative
research, the researchers can build categories, patterns, or themes using an inductive
approach to establish meaning (from the participants’ views of the phenomenon). An
inductive approach involves searching for patterns and development of explanations from
data (Thomas, 2006). Another [distinctive] characteristic of qualitative research is the fact
that the researchers “position” themselves in the study by conveying their own background,
interpretation, and their potential gains from the study. Subsequently, qualitative research
can be regarded as an interpretivist approach.

3.3.2 Interpretivism

Interpretivism is a typical approach to qualitative research (Creswell & Creswell, 2018:7).
Interpretivism (often combined with constructivism) emphasises the individual’s ability to construct
meaning (Nieuwenhuis, 2019:66). Creswell and Creswell (2018:7), and Nieuwenhuis (2019:67)
posit that from the interpretivist paradigm, individuals create meaning and understanding about
the world in which they live and work. Merriam and Tisdell (2016:9) suggest that the meaning that
individuals create is socially constructed and that individuals do not have a single observable
reality but rather multiple realities or interpretations of a single event [or phenomenon].
Subsequently, individuals develop subjective meanings of their experiences, which are varied and
multiple, leading the researcher to look for complex views into a few categories or ideas, instead

of narrow meanings (Creswell & Creswell, 2018:7).

Researchers dealing with “everyday concerns of people’s lives” make use of the interpretive
approach (Merriam & Tisdell, 2016:1) as it allows the researcher to understand a topic from
the participants’ perspectives (Creswell & Creswell, 2018:4). In other words, the researcher
explores and attempts to understand “the meaning that individuals or groups ascribe to a social
or human problem” (Creswell & Creswell, 2018:4). The researcher accordingly wishes to
understand the application of knowledge management within a South African human

resource development (HRD) context from the participants’ (HRD professionals’)
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perspectives. The study was explorative and contextual. Being able to explore a certain
phenomenon [in this case KM within a South African HRD context] further, a qualitative
research approach was employed as it lends itself to asking researchable questions (as
suggested by Merriam & Tisdell, 2016:1, cf 1.6). The researcher attempted to understand
the world in which HRD professionals work, and how they develop subjective meanings

regarding their experiences and interpretations of KM in the South African HRD context.
3.4 RESEARCH STRATEGY

The research strategy chosen for this study is basic qualitative research. All qualitative research
is interested in how people construct meaning (Merriam & Tisdell, 2016:25). The primary goal of
a basic qualitative study (derived from amongst others, phenomenology (Merriam, cited by
Worthington, 2010) is to uncover and interpret meanings that people use to make sense of their
worlds (Merriam & Tisdell, 2016:25). Basic qualitative research and phenomenology are very
closely related (Worthington, 2010). Where phenomenology focuses on the essence of human
experiences (appropriate when studying affective, emotional, and intense experiences) basic
gualitative research focuses on uncovering participants’ experiences and the meaning ascribed
to processes, experiences, or practices regarding the phenomenon to improve practice (Merriam,
cited by Worthington, 2010).

Although participants’ attitudes, beliefs, ideas, or opinions [about a phenomenon], may emerge
during the study, basic qualitative research does not focus on that, but rather on the process,
experience, or practices [regarding the phenomenon] (Merriam, cited by Worthington, 2010). Less
interpretive than phenomenology, basic qualitative research is still an interpretive strategy or
research method (Sandelowski, 2010:79).

The rationale for using basic qualitative research in this study is to explore and interpret HRD
professionals’ experiences and perceptions regarding the application of KM (practice) within an
HRD context. These individual perceptions will be explored to find commonalities in how and to
what extent, if any, KM is applied within a South African HRD context. The research method

chosen for this study will be discussed next.
3.5 RESEARCH METHOD

In this section, the research method, including the research setting and entrée, study population
and sampling, collection of data, recording of data, data analysis, strategies to ensure data quality,
reporting, and ethical considerations will be discussed. The literature review was discussed in
chapter 1 (cf 1.8.1), while the literature study will be discussed under the qualitative data collection
(cf 3.5.3).
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3.5.1 Research setting and entrée

Qualitative research involves the study of research sites and gaining permission to access the
site (Creswell & Poth, 2018:154). Maree (2019:39) asserts that it is essential to select research
sites that are suitable and feasible and that it is crucial to obtain permission from “gatekeepers”
(Creswell & Poth, 2018:185) to access the site to conduct the research. Accordingly, the empirical
part (semi-structured interviews, cf. 3.5.3) of this study was conducted at a South African

university under whose auspices ethical clearance was obtained.

Participants were students enrolled in the Bachelor of Human Resource Development (BHRD)
degree at a specific university (currently the only South African university that offers specialised
undergraduate and postgraduate HRD degrees). A prerequisite for admission into the BHRD
degree is that all students must have at least three years’ work experience in the HRD
environment (NWU, 2019). These HRD students are therefore simultaneously employed as full-
time HRD professionals all over South Africa and they all attend limited study sessions at one of
the campuses of the university at specific times during the academic year. These HRD students
therefore have the required theoretical knowledge regarding KM (prescribed in the HRD
textbooks, cf 1.3.2) in addition to current practical experience of HRD in the workplace that
enabled them to meaningfully contribute to this study. Permission to conduct this research was
sought from the university, utilising the ethical clearance (cf Annexure A) and applicable
gatekeeper(s), namely the Registrar (of the university under whose auspices this study was
conducted). The participants (students) were requested, by an independent third party, to provide
informed consent (cf Annexure B) to eliminate any possible bias, conflict of interest, or

victimisation (also cf 3.5.1; 3.5.9).

The consent letter (cf Annexure B) for participants explained the right of participants to voluntarily
withdraw from the study at any time, the purpose of the study, the procedures to be used in data
collection, the protection of the confidentiality of the participants, and the known risks associated
with participation in the study. Further inclusions in the letter of consent were the expected
benefits for the participants, as well as the signatures of participants and the researcher, as
suggested by Creswell and Poth (2018:155). Based on the advice of the ethics committee of the
university (under whose auspices the study was conducted), the researcher (who is a lecturer at
the university) did not communicate to the participants regarding the purpose of the study or the
informed consent. An independent third party, (not involved in the study) discussed the study with
the students, asked them to provide informed consent, and informed them that their participation
was voluntary and that they could withdraw at any time (also cf 3.5.1, 3.5.9). In addition, neither

the researcher nor her study leader lectured the participants during the empirical phase of the
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study, so that participants would not feel obligated to take part in the study or fear that the

researcher would penalise them in any way if they wished not to participate.

The ethics application (cf Annexure C) to the university included the following information:
approximate dates and duration of the interviews that were to be conducted; how results would
be reported; gatekeeper requirements; who the participants would be; what the site, participants,
and gatekeeper would gain from the study; and all that what was going to be done at the site

during the research study as suggested by Creswell and Poth (2018:156).
3.5.2 Study population and sampling
Study population

A study population consists of the specific participants selected for a study (Creswell & Poth,
2018:157). Creswell & Poth (2018:153) furthermore state that participants must be individuals
who have all experienced the phenomenon being explored and can articulate their lived
experiences. Accordingly, participants for this study were HRD professionals with sufficient work
experience and theoretical knowledge about KM, which enabled them to articulate their lived
experiences regarding HRD and to reflect on whether, and to what extent, they have applied KM
(and associated activities) in their various HRD workplaces within a South African context.

More specifically, the study population for this study consisted of forty-one (N=41) third-year HRD
students at the specific university under whose auspices this study was conducted. As discussed
previously (cf 2.3.1), the reason for selecting this specific study population was that all these
participants (HRD students) were simultaneously employed as HRD professionals. (It is a
prerequisite to gain access to this programme that all students who enrol in the programme be
employed as full-time HRD professionals (cf. 3.5.1) (NWU, 2019). These HRD students were all
employed in a variety of industries and organisations (within an HRD context) across South Africa.
Based on the aforementioned, these HRD students were subsequently the best choice of

participants to answer the research questions.

The final composition of the study population is depicted in Table 1.1 below.
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Table 3-1: Study population

Black Coloured Indian White Total
Male 8 2 0 2 12
Female 19 7 0 3 29
Total 27 9 0 5 41

The study population consisted of both males (12) and females (29); with the majority being
females. The study population represents a variety of ethnic groups namely blacks, coloured, and
whites with the majority being blacks. There were no Indian/Asian participants. Manipulation did
not take place therefore participants consisted of other ethnic groups as represented in table 3-
1.

Sample

It is not always practical or possible to study the entire population, due to restrictions, such as
time and cost. In this study, purposive sampling was used. Purposive sampling, a type of non-
probability sampling, entails the selection of a group of people that can best inform the researcher
by answering the research questions (Creswell & Poth, 2018:148). Simply stated, purposive
sampling involves choosing people whose experience and perspectives are deemed to be
important to the investigation (Anderson et al., 2020:254). More specifically, expert sampling,
which is a form of purposive sampling (Etikan et al., 2016:3), was used for this study. Expert
sampling calls for experts in a particular field to be the subjects of the purposive sampling (Kumar,
2014:241; Etikan et al., 2016:3). In this study, the senior undergraduate (third year) HRD students
who are simultaneously employed in practice as HRD professionals (with at least three years’
HRD experience) were considered experts based on their theoretical knowledge of KM obtained
through undergraduate studies as well as their applied HRD knowledge, within a practical HRD

context.

As only using a sample of the population was used, the sufficient sample size according to
Polkinghorne (cited by Creswell & Poth, 2018:79), could be between five and 25 participants.
However, to ensure that sufficient data was collected, all (41) the BHRD third-year students that

met the following sampling criteria were invited to participate:
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¢ Participants had to be senior (third-year) HRD undergraduate students enrolled in the BHRD
degree at the specific university.

e Participants had to be HRD professionals with a minimum of three years’ working experience
in the field of HRD.

Twelve (N=12) participants from the study population (N=41) (who met the criteria listed above)

indicated their willingness to participate. The final sample is depicted in Table 1-2 below.

Table 3-2: Qualitative sample

Black Coloured Indian White Total
Male 3 0 0 2 5
Female 3 3 0 1 7
Total 6 3 0 3 12

Table 1.2 shows that similar to the study population, the majority of participants were from the
black ethnic group and were females. However, only black and white males (no coloured males)
took part. Black females and coloured females were equally represented but only one white

female participated. Similar to the study population, no Indians participated.
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Table 3-3: Sectors where participants were employed

Industry African Coloured Indian White Total
Male | Female | Male Female | Male | Female | Male Female

Private Skills | 1 1 1 3
Development
Provider

Higher 1 1 2
Education

Private HRD 1 1
consultant
across
various
industries

Banking 1 1
Industry

Legislator 1

Mining 1

Engineering |1

Transport 1

S S IS S RN

Military 1

Total 12

Participants were employed in a variety of sectors across South Africa, amongst which the public
service, parastatals, the service sector, and private practice that includes finance, manufacturing,

and education.
3.5.3 Collection of data

Data generated by the researcher, literature study and semi-structured interviews conducted, field
notes taken, and observations done, will be discussed next. Given that the researcher was an

instrument in data collection, the role of the researcher will be described first.
Role of the researcher

The researcher was entering into a collaborative partnership with the participants; therefore,
ethical aspects such as obtaining letters of consent and obtaining permission to be interviewed,
were taken into consideration (Maree, 2016:44). Participants were invited to take part in this study
through a formal invitation (Annexure D) that will be discussed in more detail below (cf 3.5.3 semi-

structured interviews).
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An additional concern that should be addressed in qualitative studies is that researchers should
identify their biases, values, and personal aspects that shape their interpretations (Creswell &
Creswell, 2018:183) to enhance the credibility of the study and to minimise bias. Accordingly, the
researcher will now describe her personal background, values, and possible biases that may have

influenced her interpretations of the study.

As an HRD consultant in private practice in South Africa, | (the researcher) offered training
courses on various topics, such as leadership and management, human resource management,
and training and development, amongst others. One of the study units covered in some of the
aforementioned training courses is KM. During this time, | observed that delegates (including
fellow HRD professionals) did not thoroughly understand the concept knowledge management.
The aforementioned experiences sparked my interest in researching KM. Since the
commencement of this study, | accepted a position as a junior lecturer in HRD at the university.
Lecturing HRD students (who are experienced professionals in practice (cf 3.5.1, 3.5.2)) has
furthermore reinforced my interest in exploring the application of KM and its related activities
within an HRD context, since | also experienced a lack of understanding of the concept KM
amongst the HRD students. Moreover, the HRD textbooks (Werner, 2017; Wilson, 2012; McGuire,
2014; Garavan et al. 2017; cf 1.3.2) view KM as an HRD function (as previously explained in the
problem statement and motivation for this study). Nevertheless, HRD professionals, including my
students, do not seem to practice KM in their respective work environments, or if they do, they do
not realise that what they are practicing is, in fact, KM. |, therefore, bring certain biases to this
study. Firstly, | believe that HRD professionals indeed apply knowledge management, such as
knowledge sharing and knowledge transfer, to a certain extent. | am, however, unsure whether
HRD professionals also apply the other KM activities, such as knowledge creation, knowledge

acquisition, knowledge application, and knowledge storage (cf 1.3.1, 2.7) in HRD practice.

Having said that, | believe that my current position as a lecturer together with my experience as
an HRD professional allowed me to spend “prolonged time in the field”, as suggested by Creswell
and Creswell (2018:201), and therefore put me in the fortunate position to view KM not only from
a theoretical and academic point of view, but also from a practical point of view, which may
address my biases to some extent. Since | am aware of my possible bias, | made an effort to be
transparent and reflexive regarding any preconceived ideas (also referred to as “bracketing” by
Tufford & Newman, 2010) and as mentioned above, and as noted by Galdas (2017:1). | also
believed that the intended research for the study would provide final clarification for my questions,

which were also framed as research questions of the study.

| was personally involved in interviewing the participants (who were also students). According to
Creswell and Creswell (2018:201), the more experience the researcher has with their participants
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in their setting, the more accurate the findings will be. Therefore, | chose to conduct the interviews
myself. | acknowledge that these participants were considered a vulnerable group, and therefore
additional precautions were taken to address any possible bias that may have stemmed from my
relationship as a lecturer with these students. | (together with my study leader who is the BHRD
programme leader and lecturer) withdrew from lecturing these third-year BHRD students for the
duration of this study to prevent possible risks. To avoid my influencing the participants regarding
their participation in this study, another precaution was taken when an independent third party
(peer reviewer/auditor) invited the participants to take part in the study and obtained consent from
them. In addition, and to ensure rich, thick data (as part of validity in qualitative research)
(Nieuwenhuis, 2019:142; Creswell & Creswell, 2018:200) (cf 3.5.1, 3.5.7), it was necessary that
I, as the researcher, personally conduct the interviews. | probed and followed up on cues to
provide such rich and thick data. In this way, | was able to develop an “in-depth understanding of
the phenomenon” (Creswell & Creswell, 2018:201). I, also had to note all observations, including
non-verbal cues during the interviews, as these observations are part of the qualitative report. For
this purpose, a video recording via Zoom (a virtual cloud-based video conferencing service
application (Zoom, 2021)) was also done of each of the interviews (cf 3.5.4, 3.5.9) (after consent
had been obtained from the participants (cf 3.5.1, 3.5.3, 3.5.9)). The Zoom video recordings are
available for peer scrutiny to address transparency and any possible bias (Creswell & Creswell,
2018:200).

Next, the literature study will be discussed.
The literature study

The combination of findings from two or more rigorous sources is regarded as triangulation (Heale
& Forbes, 2017:98). Triangulation is consequently a means to add richness and depth to a
research inquiry (Heale & Forbes, 2017:98). A literature study was therefore conducted regarding
the KM phenomenon in the HRD context in chapter 2 (cf 2.3.5) to ensure the validity of the
findings.

Semi-structured interviews

Data was collected by means of semi-structured interviews. An interview is described as a two-
way conversation or dialogue. In this conversation, the interviewer asks the interviewee questions
to gain knowledge about the [interviewee’s] beliefs, ideas, opinions, and behaviours. Semi-
structured interviews are interviews where a combination of both closed and open-ended
questions are used (Nieuwenhuis, 2019:108). Semi-structured interviews are more “open-ended

and less structured” than [closed] structured interviews. The questions used in semi-structured
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interviews are also more “flexibly worded”, and there is a mix of more structured and less
structured questions (Merriam & Tisdell, 2016:110).

Qualitative interviews aim to view the world from the participant’s point of view (perspective). The
participant’s perspective, according to Nieuwenhuis (2016:93), can be a valuable source of
information when used correctly. Nieuwenhuis (2016:93) further states that semi-structured
interviews are frequently used in research projects to validate data emerging from other data

sources, for example, a literature study and field notes.

An independent third party was requested to obtain the informed consent (to eliminate any
possible bias, conflict of interest, or victimisation (also cf 3.5.1, 3.5.3, 3.5.9). Thus, the
independent third party invited participants to take part in the study using a formal invitation
(Annexure D), which contained the following information:

e A brief introduction about KM (definition and related terms).

e The interview schedule (Annexure E), which included the date, time, venue, and interview

questions.
The interview schedule was as follows (Annexure E):

Table 3-4: Interview schedule

DATE TIME PARTICIPANT
Venue Cloud-based Zoom video recording
24/08/2020 16:00-17:00 Participant A
17:00-18:00 Participant B
18:00-19:00 Participant C
25/08/2020 16:00-17:00 Participant D
17:00-18:00 Participant E
18:00-19:00 Participant F
26/08/2020 16:00-17:00 Participant G
17:00-18:00 Participant H
18:00-19:00 Participant |
27/08/2020 16:00-17:00 Participant J
17:00-18:00 Participant K
18:00-19:00 Participant L
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The researcher conducted the semi-structured interviews via Zoom during the study school week
(24 August 2020 to 27 August 2020). The Zoom interviews were conducted after hours to avoid
interfering with the participants study school classes. Each interview lasted between 45 and 60
minutes. Prior to the interviews, the researcher established rapport (as suggested by Bryman,
2012:218) with the participants by providing them (through an independent third party cf 3.5.1,
3.5.9), with information regarding the study (background and rationale, interview
questions/interview schedule, and the expected length of the interviews). At the start of the
interviews, to build further rapport, the researcher first engaged in brief, polite conversation (as a
trust relationship already existed (Geyer, 2021:356) between participants and researcher (lecturer
and students). The researcher maintained a good pace and direction during the social
conversation (as suggested by Neuman, 2014:351) to ensure that she did not get distracted and
focused on getting on with the interviews. The researcher then explained the interview process
again and assured the participants of the confidentiality of the interview, recording, and
information (data) that they provided (even after they had already signed the informed consent).

Participants were asked the following interview questions:
(1) How do you, as an HRD professional, understand the term knowledge management?
(2) What experience, if any, do you have concerning KM, specifically in your HRD context?

(3) As part of your role as HRD professional, do you or have you ever applied KM? Can you

elaborate and explain with examples?

(4) As part of your role as HRD professional, do you or have you ever applied any specific KM

tasks or activities? Can you elaborate and explain with examples?

(5) What recommendations can you provide regarding the application of KM within your HRD

context?

(6) In your opinion, to what extent, if any, should HRD professional be involved in KM and

related activities in the HRD environment?

Each participant was requested not to answer any questions that they were uncomfortable with.
The researcher asked and the participants confirmed that they were comfortable with being
interviewed and recorded on Zoom and the observed body language seemed to confirm this. All
12 the participants were willing to participate and to be recorded. The semi-structured interviews
were therefore video recorded (via Zoom video recording) as suggested by Nieuwenhuis

(2016:94). All the participants were also comfortable in answering the questions put to them.
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Where a question was not clearly understood, the researcher rephrased it (without changing the

meaning) to help the participant gain clarity.

Although the researcher used pre-prepared interview questions; semi-structured interviews
[questions need not to be asked in sequence] and allow for participants to have flexibility in their
reply (Bryman, 2014:476). The researcher used visual cues, such as maintaining good eye
contact; smiling; and nodding to gain, further, and maintain rapport (as suggested by Bryman,
2014:219). The researcher allowed participants flexibility to add relevant information and to
elaborate so that they could get their point across. In cases where participants asked the
researcher to repeat a question, due to them either not hearing what was asked or not clearly
understanding the question, the question was repeated to ensure that the participant understood
exactly what was required of them.

There is a delicate line between probing and leading questions. The researcher should guide the
interviewee by probing (by for example asking participants: “having said that, can you
elaborate...”), rather than leading the interviewee in a particular direction (Bryman, 2014:257) or
towards a desirable answer (Reynolds, 2017). Therefore, (to avoid leading questions) the
researcher used probing techniques such as silence (to allow the participant to reflect), follow-up
questions, interpreting questions (Bryman, 2014:478), clarification, and elaboration
(Nieuwenhuis, 2020:109). Double-barrel questions were avoided (Bryman, 2014:478) to ensure
that the data collected from the participants was clear and unambiguous as suggested by
Moerman (2010:15). (Double-barrel questions imply that two questions are asked in one, for
example how do you apply knowledge transfer, knowledge sharing, and knowledge creation in
the workplace?). The researcher refrained from asking leading questions to ensure validity as
suggested by Neuman (2014:160); Cypress (2017:257) and Nieuwenhuis (2019:143).

All 12 interviews were conducted in one week (after hours, during the week of 24 to 27 August
2021) (cf 3.5.3 semi-structured interviews). On exiting the field (finalising Zoom interview), the
researcher thanked the participants for their willingness and time to be involved in the interviews.
Immediately after the interview, the researcher made additional notes about her main
observations and reflections, and then listened to the recording once again, before she started

transcribing (while it was still fresh in her memory) as suggested by Nieuwenhuis (2020:110).
Field notes

Field notes (handwritten notes), were made during the interviews, as suggested by Creswell and
Creswell (2018:190). The field notes consisted of the researcher’s observations, keywords used

by participants, dates, times, and the length of each interview.
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Observations

The field notes and observations allowed the researcher to reflect on the data, participants’ body
language, and her own thoughts. The researcher observed participants’ body language that might
have revealed additional information that was not verbalised. The recorded interviews were used
to confirm the body language observed, as suggested by Nieuwenhuis (2020:106). It was evident
that the participants were comfortable and felt honoured to be part of the research. Body
language, such as smiling and verbal comments such as “I'm really excited to be part of this”
confirmed that participants indeed considered it an honour to participate. It was also observed
that some participants lacked theoretical knowledge regarding the KM phenomenon as two of the
participants were stuttering, and gave very short answers, without elaborating. They also
confirmed that they were not confident in their knowledge about the KM phenomenon. (By probing
and asking additional, clarifying questions the researcher managed to get the needed data — since
these participants seemed to have practical experience but not necessary theorical knowledge).

3.5.4 Recording of data

The semi-structured interviews were video recorded after permission was obtained from each
participant (cf 3.5.3, 3.5.4), as suggested by Nieuwenhuis (2016:94). More specifically, the
recording function on Zoom was used. In addition to the interview questions, handwritten notes
(or field notes) (cf 3.5.3) were made during the interviews (Creswell & Creswell, 2018:190). The
field notes consisted of the researcher’s observations, dates, times, and the length of each

interview.
3.5.5 Analysis of the data

An analysis is a thought process (Anderson et al., 2020:236) that, according to Creswell and Poth
(2018:182), consists of the preparation and organising of data according to themes and by utilising
a coding process. The researcher needs to focus on the participant’s perspective and, as

suggested by Nieuwenhuis (2019:119), take “the self”’ out of the context.

Computer-assisted qualitative data-analysis programs such as Ethnograph, Nvivo, NUD*IST,
ATLAS.ti, and QDAS are available to conduct data analysis (Nieuwenhuis, 2016:125-126;
Nieuwenhuis (2019:129). Computer-assisted programs can perform a pure content analysis;
however, technology cannot understand the meaning of the text, according to Nieuwenhuis,
(2016:126). Nieuwenhuis (2019:129) argues that computer programs cannot interpret data, nor
construct any meaning. Nieuwenhuis (2016:126) adds that only the human mind can understand
the world through the eyes of the participants. Therefore, the data analysis for this study was
conducted manually, thereby ensuring that the focus was on the participants’ perspectives and
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the deeper meanings regarding the KM phenomenon. More specifically, data was analysed and

coded using the following steps:
Organising and preparing data

After the Zoom interviews were conducted, the data was transcribed verbatim (Nieuwenhuis,
2019:110). To transcribe verbatim means that everything that was said is preserved for analysis
(Merriam & Tisdell, 2016:131). The researcher transcribed the interviews to familiarise herself
with the data, as suggested by Merriam and Tisdell (2016:132). Transcriptions were done soon
after the interviews, while the information was still fresh in the researcher’'s memory (cf 3.5.3) and
as suggested by Nieuwenhuis (2019:110). The researcher should know the data thoroughly by
‘reading and re-reading the text”, according to Nieuwenhuis (2019:135). After reading the data
thoroughly, the data was classified and coded into themes (Creswell & Poth, 2018:187).

Coding the data

Coding is at the core of qualitative data analysis, and is the process of reading, dividing into
significant chunks, and coding the transcribed data into categories as well as themes and ideas
(Anderson et al., 2020:240; Creswell& Creswell, 2018:195; Nieuwenhuis, 2019:136). In other
words, the coding process involves placing data into meaningful groupings or themes for analysis
and interpretation (Blair, 2015:16). When coding manually, the researcher should assign code
labels to the data (Creswell & Creswell, 2018:197), which was done in this study.

There are two approaches to coding data, namely emergent coding and priori coding (Stemler,
2001:3; Nieuwenhuis, 2019:138). When using emergent coding, categories emerge from a
preliminary examination of the data, whereas with priori coding, categories are established before
the data analysis, based on the theory (Stemler, 2001; Nieuwenhuis, 2019:138; Creswell &
Creswell, 2018:196). Faherty (2010:59) claims that there are “no absolute hard-and-fast rules” to
using either emergent or priori coding, while on the other hand, Creswell and Creswell (2018:196)
state that traditionally emerging codes are used in social sciences, whereas priori coding is used
in health sciences. In this study, priori coding was used, thus categories were established before
the data analysis based on the KM theory. However, the researcher also examined the emerging
data, for example, the KM activities applied by HRD professionals, since the latter is scarce in KM
literature. Thus, while using priori coding, the researcher also had to examine the data for
emerging themes that might have not been part of initial priori coding. The establishment of

themes will be discussed next.
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Establishing descriptions and themes

Once the data was coded into textural data (what the participant experienced) and structural data
(how the experience happened), the descriptions regarding the participants’ experiences were
written up. Thereafter, the data was sorted into meaningful themes by means of thematic analysis
(Creswell & Poth, 2018: 201). The goal of thematic analysis is to identify themes or patterns in
the data that are important or interesting to use, and to address the research questions (Maguire
& Delahunt, 2017:3353). A thematic analysis interprets and makes sense of, rather than just
summarising, the data (Maguire & Delahunt, 2017:3353).

Interpreting the data

Interpretation requires both creative and critical capabilities in making carefully considered
judgements about the meaning emerging from the themes, such as using “hunches, insights and
intuition” (Creswell & Poth, 2018:195). Interpretation similarly involves “summarising the overall
findings, discussing a personal view of the findings, stating limitations, and providing
recommendations for future research” (Creswell & Creswell, 2018:198). Interpretation also
involves a comparison of the findings with the literature (Creswell & Creswell, 2018:198).
Therefore, the analysed data was brought into context with existing theory to validate present
knowledge and to bring new awareness or understanding to the body of knowledge (Nieuwenhuis,
2019:141).

In this study, the analysed data (findings ensuing from this study presented in chapter 4) was
corroborated with the literature study conducted in chapter 2 (cf 3.5.3) as well as the findings of
previous researchers who also researched the phenomenon (cf chapter 5), thereby achieving
multiple lines of sight. These lines of sight are also called triangulation, which is an important
strategy in synthesising the findings (Nieuwenhuis, 2019:143). Triangulation is also a way to
measure and validate findings (Nieuwenhuis, 2019:143), [thereby ensuring the quality of data],

which will be discussed next.
3.5.6 Strategies employed to ensure data quality

To ensure data quality, reliability and validity must be considered in qualitative studies during all
the phases of the research, such as design and analysis (Cypress, 2017:256). Novice researchers
could become easily confused and puzzled while attempting to understand the “notion of validity
in qualitative inquiry” since some qualitative researchers argue that the term validity does not
apply to qualitative research (Cypress, 2017:256). Some qualitative researchers link validity to
terms such as adequacy, authenticity, goodness, quality, rigour, and trustworthiness, to name a
few (Cypress, 2017:256). However, Cypress (2017:257) argues that concepts of “reliability and
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validity are overarching constructs” that can be appropriately used in both quantitative and
qualitative methodologies. The concepts of validity and trustworthiness in qualitative research as

they pertain to this study, will be discussed next.
3.5.7 Validity

To validate means to “investigate, to question, and to theorise”; in other words, all the activities
applied to ensure rigour in a qualitative inquiry (Cypress, 2017:257). Nieuwenhuis (2019:143), on
the other hand, describes validity as presenting solid descriptive data to understand the meaning
of the experience being studied, while Angen (cited by Creswell & Poth. 2018:257) referred to
validation as judging trustworthiness or judging how good a piece of research is (Creswell & Poth,
2018:257).

During the 1980s, Guba and Lincoln substituted reliability and validity with the parallel concept of
“trustworthiness”, which includes credibility, transferability, dependability, and confirmability
(Morse et al., 2002:12). In this study, validity was ensured by applying criteria for trustworthiness.
Trustworthiness is of utmost importance in qualitative research (Nieuwenhuis, 2019:144).
Trustworthiness is described as the consistent, exhaustive, and precise analysis of data to
determine whether the research process is credible (Nowell et al., 2017:1). Guba and Lincoln’s
(cited by Morse et al.,, 2002:12) and Nieuwenhuis’ (2019:114) criteria for trustworthiness

(credibility, transferability, dependability, and confirmability) will be discussed next:

o Credibility: When the data represents an accurate view of the participant's lived
experiences, it is considered credible (Cypress, 2017:257). As the participants were
experienced HRD professionals in the HRD field, there already existed a degree of
credibility in this study. To ensure further credibility, the researcher triangulated the data

collected from participants (findings cf chapter 4) with the literature study in chapter 2.

Other measures that the researcher employed to ensure credibility, as suggested by
Nieuwenhuis (2019:144), included frequent debriefings with her supervisor as well as member
checking with participants to ensure the accuracy of the findings (Creswell & Creswell,
2018:200). Accordingly, participants were asked to confirm the accuracy of the findings before
such findings were finalised in the qualitative report. Member checks enabled the participants
to correct any errors in the transcribed data, thereby also corroborating the transcribed data
(Creswell & Creswell, 2018:200). Additionally, multiple coders (“intercoder agreement”),
including the researcher’s supervisor as well as an independent co-coder (an HRD peer who
is also an HRD academic, who was chosen based on his/her practical and theoretical HRD

experience), were utilised to ensure agreement on the codes obtained from the transcribed
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data (as suggested by Creswell & Creswell, 2018:200) and to provide an interpretation of the

data — other than that of the researcher alone. Peer reviews/peer examination using

intercoder-agreement was therefore also used. The co-coder also had access to the data (like

the researcher and supervisor, however, only transcribed data for the coding purposes).

Codes between coder and co-coders did not differ. The research report will also be examined

by examiners as part of peer review/examination. The Zoom video recordings of all the

interviews were also made available to the supervisor for scrutiny to ensure the accuracy of

the findings and to eliminate bias (cf 3.5.3).

Transferability determines whether the findings can be transferred to other settings or
environments as it invites readers to make “connections between the elements” of the
study and their own experiences or research (Nieuwenhuis, 2019:144). The researcher
ensured that she provided a full picture of the context (cf 3.5.1) in such a manner that the
reader will be able to determine whether the research is transferable to their own context,
as suggested by Nieuwenhuis (2019:144).

Dependability includes the aspect of consistency (Korstjiens & Moser, 2018:122). The
researcher followed Nieuwenhuis’ (2019:145) suggestion in that she ensured consistency
by documenting the entire research process for others to see, including all the decisions
made, as well as the analysed and interpreted data.

Confirmability concerns the aspect of neutrality as interpretation should be grounded in
the data and not in the viewpoint of the researcher (Korstjens & Moser, 2018:122). The
bias that the researcher brought to the study was also declared (cf 3.5.3), as suggested
by Creswell and Creswell (2018:200). Strategies that the researcher employed to ensure
confirmability included triangulation, member checking, and involving others to eliminate
bias (cf 3.5.3) (Nieuwenhuis, 2019:145), as discussed under the concept of credibility
above. Researcher bias was declared in (cf 3.5.3, role of the researcher) to ensure

confirmability of the data.

Once validity and trustworthiness were ensured, the findings were noted in the qualitative report.

The qualitative report will be discussed next.
3.5.8 Reporting

Writing a research report is the last and most crucial step of the research process (Kumar,
2014:44/276). The research report includes the knowledge and findings of the study, the
evaluation of the collected data and findings, recommendations, and conclusions (Fouché &
Chubb, 2021:142; Kumar, 2014:44). This report reflects and communicates to readers what has

been done and found by conducting the study (Kumar, 2014:44). In other words, the research
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report is the vehicle to communicate the results of the particular study (Fouché & Chubb,
2021:142).

There is no single accepted outline for a qualitative research report, unlike with conventional,
positivist [quantitative] research (Morse, 1991:149). Qualitative reports are less structured and
more descriptive than quantitative reports (Fouché & Chubb, 2021:145). However, research

writing must be true, clear, sensible, and unambiguous (Kumar, 2014:44).

The report reflects the guiding paradigm (interpretivism). It is simplistic and clear, educational,
provides a sense of action on the part of the reader; and provides detailed descriptions and
experiences so that readers can draw interpretations about their own experiences a suggested
by Fouché and Chubb (2021:145). Interpretation of the data together with observations from the
field were made and presented in the final report. As suggested by Babbie (2010:522),
shortcomings of this research project were also reflected on under the discussion of the limitations
of the study (cf chapter 5). This research report takes the form of a full dissertation paper, which
is written in an academic style, divided into different chapters based on the themes of this study,
as suggested by Kumar (2014:276).

3.5.9 Ethical considerations

Before commencing with the research project, an application was made to the ethics committee
of the university, under whose auspices this research was conducted, for ethical clearance.
Ethical practice refers to codes of ethical conduct that are designed to protect participants
involved in the research study from possible exploitation and breach of their human rights
(Mauthner, 2019:669).

A code of ethics also includes the protection of participants’ identities (Maree, 2019:47). Creswell
and Creswell (2018:88-90) noted that researchers need to develop trust with their participants as
the latter will disclose personal and private information. The investigator should therefore ensure
integrity during the study to ensure that this trust is not broken. Research should employ ethics

and moral standards (a sense of what is right and wrong) (Anderson et al., 2020:135).

Creswell and Creswell (2018:88-90) suggest that ethical issues need to be considered during all
the phases of the study, such as prior to and at the beginning of the study, but also during the
study (data collection, data analysis, reporting, sharing, and storing). As suggested by Creswell

and Creswell (2018:88-90), the researcher had taken this into account in terms of the following:

e Prior to and at the beginning of the study, university approval was sought to conduct the

research by making an application for ethical clearance (cf 3.5.1) (Annexures A and C).
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The applicable gatekeeper at the university was contacted to obtain permission to conduct
the research. Before the interviews and after ethical clearance had been provided,
participants were informed of the general purpose of the study; and informed consent was
obtained from participants by an independent third party (cf 3.5.1) (Annexure B).
Participants were requested to give their consent to be video recorded during the Zoom
interviews (cf 3.5.1; 3.5.3). In this regard, an informed consent letter was drafted, and
participants were asked (by the independent third party as recommended by the ethical
committee of the university; also (cf 3.5.1) to read it and to give consent to be interviewed.
Before signing the letters of consent, participants were informed (by the independent third
party) that they could withdraw from the study at any time, without stating reasons, and
that participation was voluntary. Participants were informed that they did not have to
provide information if they did not want to or felt uncomfortable doing so. Before the
researcher conducted the interviews, each participant was asked again whether they gave
consent to start with the interview (cf 3.5.1, 3.5.3). The researcher asked the participants’
permission to record the interviews on Zoom, before the interviews commenced and once
again assured participants of the confidentiality of the information provided (cf 3.5.3;
3.5.4). To ensure anonymity, the participants were in no way identified in the transcriptions
or the research report. Fictitious names or aliases were used to refer to participants in the
report to protect the identity of participants (Annexure B and chapter 4).

This study was considered a minor risk study by the ethics committee as it explored the
application of KM within participants’ HRD workplaces. As the researcher who conducted
the semi-structured interviews with participants is also the lecturer of the identified
participants (cf. 3.5.3), the lecturer as well as her study leader withdrew from lecturing the
third year BHRD study group to eliminate any possible bias, conflict of interest, or
victimisation (cf 3.5.1; 3.5.2; 3.5.3). However, these measures did not impose on the
scientific rigour and findings of this qualitative study (cf 3.5.7).

Collecting data: Participants were respected and treated equitably. Leading questions as
well as the sharing of personal impressions were avoided at all cost. Moreover, the
researcher only stuck to questions stated in the interview schedule (Annexure E) and only
used probing questions to clarify information and to eliminate ambiguity. The Zoom video
recording also served the purpose of scrutiny (cf 3.5.3; 3.5.4).

Analysing data: Any possible siding with participants was avoided as the researcher did
not offer her views, and only asked the participants for their views. The researcher
disclosed all the results, not only positive results. Participants’ privacy and anonymity were

also respected by assigning them symbols instead of using their names and also by
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confirming that only the researcher and her study leader would have access to the
information that they provided during this study.

o Reporting multiple perspectives: All perspectives were taken into consideration and
contrary findings discovered, if there were any, would have been reported.

¢ Reporting, sharing, and storing data: Any falsifying of authorship, evidence, data, findings,
and conclusions were avoided. Communication was conducted in clear, straightforward,
appropriate language, and data was shared with the study leader. All raw data, Zoom
video recordings, and other materials are kept safe and in adherence to the ethical policies
(NWU Research Ethics Policy 9P/9.1.5) of the university under whose auspices the
research was undertaken (Research Ethics Policy). Word documents of transcribed data,
as well as video recordings, were password protected and there was compliance with all
ethical issues. Only the researcher and her supervisor have access to the data and video

recordings.
3.6 SUMMARY

The gualitative research design utilised in this study was explained in this chapter. The research
approach, strategy, and methods were also discussed. The study population and sample, namely,
HRD professionals who participated in the semi-structured interviews as part of data collection,
were also described. The methods used to record, analyse, and report the data were outlined.
Finally, the ethical considerations employed during this study were discussed. In the next chapter

(chapter 4), the findings that ensued from the empirical research will be presented.
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CHAPTER 4 DATA ANALYSIS, INTERPRETATION OF FINDINGS, AND
SYNTHESIS OF THE DATA

4.1 INTRODUCTION

In this chapter, the analysed data collected from participants through the 12 individual, semi-
structured interviews (cf. 3.5.3; 3.5.4) will be presented. All the interviews were conducted in
English. To ensure anonymity, each of the participants was assigned a letter of the alphabet (A
to K) instead of their own names to prevent them from being identified (cf. 3.9.10). Therefore,

each participant’s verbatim quotation will be indicated next to his/her unique alphabet letter.

The findings presented here sought to provide answers to the following empirical research
questions (cf. 1.6):

e To what extent, if any, is knowledge management (and related activities) applied by
human resource development professionals in practice within a human resource
development context?

« What roles, if any, do human resource development professionals fulfil concerning
knowledge management in South African organisations?

¢ What recommendations do human resource development professionals have regarding
the application of knowledge management within a human resource development

context?

Four themes, nine main categories, and 34 subcategories were identified from the transcribed
data. Main and subcategories are presented and listed in tables (4-1 to 4-9) beneath the
applicable themes. The subcategories will be presented from the highest to the lowest frequency.
Theme 1 presents participants’ perceptions of knowledge management (KM) and will be

discussed next.

4.2 THEME 1: HUMAN RESOURCE DEVELOPMENT PROFESSIONALS’ PERCEPTIONS
REGARDING KNOWLEDGE MANAGEMENT

Within theme 1, one main category and four subcategories emerged that address the participants’
understanding of knowledge management (KM) in human resource development (HRD) context.
“Professional” is defined as “a person who does a job that needs special training and a high level
of education” ... “who regularly does a particular activity, especially one that requires skill”
(Hornshy et al., 2015:1189). Participants in this study practice as human resource development

professionals as described in chapter 1 (cf. 1.10.4). “Perception” is defined as “the ability to
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understand the true nature of something”, in this case, knowledge management (Hornsby et al.,
2015:1105).

4.2.1 Main category 1: Understanding the term knowledge management
(cf1.10.1; 2.4)

This main category clarifies participants’ understanding of the term knowledge management.
Hornsby et al. (2015:1642) defines “understanding” as “to come to a fact, an idea, or how to do

something”.

It transpired that the participants perceived KM mostly consistent with the literature. Three of the
participants (C, E, H) understood the term KM as managing knowledge for individual and
organisational benefit (cf. 1.10.1). Three participants (A, J, G) understood knowledge
management as “having people with the right knowledge at the right time” (O’ Dell & Grayson,
1998; Carbery, 2015:90) (cf. 2.6) which is a textbook definition of KM. One participant (G) stated
that he/she is “equipped” with everything that he/she needs to know when he/she referred to
having the right knowledge. The latter participant’s understanding of KM is not in line with KM
literature in terms of using the word “equip”. None of the literature on KM or HRD refers to “equip”
or “equipping” people with the knowledge that they need to perform. However, the closest
definition in the literature to “equip” is that of Jacobs (2014:34, cf. 1.10.2) who refers to “enhancing
capacities” and O’Dell and Grayson (1998, cf. 2.6) refer to “getting” the right knowledge to the
people who need that knowledge so that they can perform.

Furthermore, two participants (B, D) understood KM as “the application, practice, and
implementation of knowledge”. They used words such as “given an opportunity to practice” and
“applying and implementing new knowledge” in line with the literature (Carbery, 2015:90; O’Dell
& Grayson, cited by Girard & Girard, 2015:1; Dalkir, 2017:4) (cf. 1.10.1; 2.6; 2.6.1). Two
participants (I, K) referred to “a system where knowledge is recorded and available” by using
words such as “system”, “documented and recorded”, “keeps record” “having it [knowledge]
stored”, which is in line with the literature by Serrat (cited by Girard & Girard, 2015:4); King (cited

by Girard & Girard, 2015:4); and Nonaka et al. (2006:1183) (cf. 1.3; 1.10; 2.6; 2.6.1).
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Table 4-1: Understanding knowledge management

MAIN CATEGORY UNDERSTANDING THE TERM N=12
KNOWLEDGE MANAGEMENT
Subcategories Managing knowledge for individual and 3

organisational benefit

Having people with the right knowledge at 3
the right time

The application, practice, and 3
implementation of knowledge

A system where knowledge is recorded 2

and available

The category, participants’ understanding of KM is based on the following subcategories and

verbatim quotations contained in it:

4.2.1.1 Managing knowledge for individual and organisational benefit
(cf. 1.10.1; 2.6.1)

“Managing” according to Hornsby et al. (2015:917; 325) is “to succeed in doing something.”
“Benefit” is “an advantage that something gives” and “enjoying the result of something” (Hornsby
et al., 2015:126). In line with the literature (cf. 1.10.1; 2.6.1), KM is seen as managing knowledge
to provide value and improving performance, as is evidenced by four participants’ verbatim

quotations:

(B) “Uh its management of uh knowledge available within the organisation that benefits, not

only the organisation, but every employee or individual in the organisation.”

(H) “l need to be able to have a handle on and control the knowledge that’s inherent in the

organisation in order to benefit the organisation and also the individuals.”

© “So, my understanding of knowledge management in an organisational context, | would
say, it's how a specific organisation manages the knowledge that the individuals have, the

individuals of that specific organisation.”
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4.2.1.2 Having people with the right knowledge at the right time
(cf. 2.6)

A textbook definition of O’'Dell and Grayson'’s regarding knowledge management “having the right
knowledge in the right place at the right time” (Carbery, 2015:90; Girard & Girard, 2015:1) (cf. 2.6)
was provided by the following participants:

(A) “Having the right knowledge at the right place at the right time ...” I think it's having
knowledge. | think it’s having knowledge about a certain field of expertise, occupation, and
having the ability uhh or the skillset to apply it in your workplace, in other words going back
to the ... going back to the definition uh having knowledge you selected and put in a

section, and you are able to put that knowledge into practice.”

J “Having the right information at the right time, basically when your look at a problem uhm
when you have that uh have knowledge, you can address that problem immediately. So,
you have the knowledge to address the problem, uhm so its knowledge at the right time,

uhm at their right place and to implement.”

Participant G, however, added “equipped” to the above-mentioned definition. “Equipped” means
“to prepare somebody for an activity or task, especially by teaching them what they need to know”
(Hornshy et al., 2015:503). The participant’s statement is also aligned with O'Dell & Grayson’s
definition (cf. 2.6) of getting [equipped with] the right knowledge to people for them to perform.

(G) “Uhm, so knowledge management to me is having, uhm, ja having the right, uhm ... What
do you call it? Uh, having the right knowledge, uhm at the right point in time. Uhm, so, if it is
required of me to do something at any given point in time then | have, I'm equipped with everything

that | need to know in order to do that.”

4.2.1.3 The application, practice, and implementation of knowledge
(cf. 2.6; 2.6.1; 2.8.5)

“Application” is defined by Hornsby et al. (2015:60) as “the practical use of something, especially
a theory”, in this case, knowledge. “Practice” is “to do an activity ... so that you can improve your
skill” (Hornsby et al., 2015:1166). Evans et al. (2014:88) maintain that knowledge application is
the “actual practice of knowledge” (cf. 2.8.5). In line with the literature (cf. 2.6; 2.6.1; 2.8.5),
participants’ understood knowledge management as using knowledge practically to improve skill,

as is evident from the next verbatim quotations:

(A) “Having the ability uhh or the skillset to apply it [knowledge] in your workplace, ... you are

able to put that knowledge into practice.”
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(B) “When it comes to knowledge management, | think it is a process of a way whereby the
knowledge within an organisation is empowered, when | say empowered, being given an

opportunity to practice their own knowledge and expertise.”

Participant D viewed knowledge management as applying and implementing new knowledge.
This statement is in line with the literature as far as the application of knowledge, [not only new

knowledge] and putting information into action, to practice and use knowledge (cf. 2.6; 2.8.4):

(D) “Applying and implementing new knowledge to transform the organisation in a very way

that can lead to innovation, this process applied in the right way.”

4.2.1.4 A system where knowledge is recorded and available
(cf. 2.6.1; 2.6.2)

The literature indicates that KM entails capturing and making knowledge available in a system
[database/corporate memory] for all employees to access (cf. 2.6.1). The following verbatim

guotations where participants | and K refer to this system similarly reflect the literature (cf. 2.6.1):

0] “A system where all the HRD activities and practices, you know, are documented and

recorded.”

(K) “The manner in which uhm an organisation uhm keeps record of its internal uh knowledge
uhm and having it stored in, in @ manner that allows for that knowledge by those within

the organisation.”

Based on the verbatim quotations in this category, participants understanding of KM is mostly
similar to the KM literature. Participants’ adequate understanding of KM may be because these
participants were introduced to the definition of KM in a module covered in the BHRD curriculum
(cf. 3.5.1; 3.5.2).

4.3 THEME 2: APPLICATION OF KNOWLEDGE MANAGEMENT (AND RELATED
ACTIVITIES) IN A HUMAN RESOURCE DEVELOPMENT CONTEXT
(cf. 1.3.1; 2.8; 2.8.1; 2.8.2; 2.8.3; 2.8.4; 2.8.5)

Within theme two, five main categories and 19 subcategories emerged that indicated how

participants apply knowledge management and related activities in an HRD context.

Although knowledge management activities are referred to in the literature (cf. 2.8.1-2.8.6) as
knowledge sharing, knowledge transfer, knowledge creation, knowledge acquisition, knowledge
application, knowledge capture, and knowledge storage, the participants did not refer to these

activities as such. As indicated in chapter 3 (cf. 3.5.3), HRD professionals may indeed practice
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KM, but they may not realise that what they are practicing is, in fact, KM. This aforementioned
statement is evident in the verbatim quotations, as only five of the seven knowledge management
activities, namely knowledge sharing, knowledge transfer, knowledge application, knowledge
capture, and knowledge storage were referred to by the participants. Knowledge storage as such
was only mentioned by one participant. This may be because some activities (knowledge sharing,
knowledge transfer, and knowledge application) are covered in the third year HRD curriculum that
they are familiar with. However, it also became evident (from the five main categories cf. 4.3.1;
4.3.2; 4.3.3; 4.3.4; 4.3.5 and verbatim quotations beneath theme 2) that the knowledge
management activities, namely knowledge creation and knowledge acquisition are indeed applied
by human resource development professionals, although participants used different descriptions
to refer to activities rather than mentioning these knowledge creation and knowledge acquisition
by name.

4.3.1 Main category 1: Knowledge sharing and knowledge transfer
(cf. 2.8.1; 2.8.2)

This main category clarifies participants’ application of knowledge sharing and knowledge
transfer. Although the participants did not refer specifically to the knowledge management
activities, the verbatim quotations and shared experiences of examples could be categorised
beneath the seven KM activities specifically within an HRD context. For example, knowledge
sharing and knowledge transfer were applied by participants through communities of practice
(CoPs), as evident from the verbatim quotations (participants A, B, L, D, G, K). Knowledge sharing
and knowledge transfer also occur via learning programme facilitation and training (participants
K, B, C, E, I). Three participants (B, J, I) applied the transfer of knowledge from intervention to
the work environment. KM is also applied through coaching and mentoring (participants L, F), and

via written (audio-visual) means such as videos and pamphlets (participants F, H).
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Table 4-2: Knowledge sharing and knowledge transfer
(cf. 1.3.1; 2.8.1; 2.8.2)

MAIN CATEGORY KNOWLEDGE SHARING AND N=12
KNOWLEDGE TRANSFER
Subcategories Platforms for knowledge sharing — 6

communities of practice

Learning programme facilitation and 5
training

Transfer of knowledge from intervention to 3
workplace

Coaching and mentoring 2
Via written means 2

The category, knowledge sharing (cf. 1.3.1; 2.8.1) and knowledge transfer (cf. 1.3.1; 2.8.2) is
based on the following subcategories and are supported by the participants’ direct verbatim

quotations:

4.3.1.1 Platforms for knowledge sharing — communities of practice
(cf. 2.8.1; 2.9.2.3)

Knowledge sharing (cf. 2.8.1) takes place (amongst others) via platforms such as communities of
practice (CoPs) (cf. 2.9.2.3) as indicated by six of the participants. None of the six participants
referred specifically to COPs in the interviews. Instead, they referred to certain platforms where
they share and transfer knowledge, both internally and externally (which denotes CoPs). In this
regard, Nonaka; and Polanyi (cited by Ardichvili, 2008:542) state that CoPs are beneficial in the
creation and sharing of tacit knowledge. Only one of the participants (A) referred specifically to
CoPs, as evident from the verbatim quotation below:

(A) “The transfer of tacit knowledge is made possible through ... and that’'s a bit of uh, uh

literature through apprenticeships, communities of practice, and corporate universities.”

Participant B referred to CoPs as “touch-base sessions” where victories and challenges are

shared:

(B) “So, you can share it amongst other facilitators in a way of having touch-base sessions.
To say that there was this kind of problem in my class. This is how | handled it. As

facilitators we come together to share our victories and also our challenges.”

Participant L referred to monthly revision sessions where problems and solutions are discussed:
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L) “So, on a monthly basis, we meet and then we revise eh, eh, eh, we revise the module
and then we discuss the issues that we come across during the ... where we train the

learners. You see, we discuss those problems and then we come up with solutions.”

Participants D and G referred to sharing “best practices” (cf. 1.3.1; 2.6.1) and “benchmarking” as

sharing knowledge on various external platforms:

(D) “Since we engage with external stakeholders, uh, to advise them on best practices on how
to on uh, ah, ah, uh, uh take on programmes like apprenticeships, maybe it’s where we
advise organisations on best practice [with] regard to uh, uh management of uh of

programmes and all these things.”

(G) “So, in terms of knowledge transfer and sharing uhm, we have, can | say, three mines uh
that is, we’re probably in a radius of uhm 180 km/160 km [kilometres] within from each
other. Uhm, there’s a lot of uhm, can | say, cross-pollination uhm that takes place in terms
of sharing ideas and uhm and benchmarking against each other uhm ... So ja, that’s the
one way where we [are] sharing, you know, broader than just your uhm ... your own

organisation.”

Two participants (K, L) referred to knowledge sharing for compliance on the Sector Education and
Training Authority (SETA) and Mining Qualifications Authority (MQA) platforms:

(K) “Through and through other forums and engagement forums and uhm on the compliance
or, you know, your SETA side where there is new knowledge and new information, we
also do tend to internally just identify whom may raise it and | would share with those

particular people.”

L) “We usually attend the eh, we are members of the technical revision group of the MQA.
So, on a monthly basis we meet and then we revise eh, eh, eh, we revise the module and

b

then we discuss the issues that we come across during the ... where we train the learners.

It transpired from the above verbatim quotations that knowledge is shared, transferred, and
applied through CoPs, also referred to by participants as either “engagement forums”, “touch-
base sessions”, or revision groups where ideas, challenges, and problems are shared and

solutions, best practices, and benchmarking are attained.
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4.3.1.2 Learning facilitation and classroom training
(cf. 2.8.1; 2.8.2; 2.9.3.1)

Five participants indicated that they apply knowledge sharing (cf. 2.8.1) and knowledge transfer
(cf. 2.8.2) when facilitating (cf. 2.9.3.1) learning programmes (in a classroom situation) or during
training (or workshops). This is in line with the literature, which states that knowledge sharing and
knowledge transfer are frequently used interchangeably. Both knowledge sharing and knowledge
transfer can occur in classroom situations. However, knowledge sharing (cf. 2.8.1) mostly occurs
during one-on-one interaction and during CoPs rather than in classroom situations. Hence,
participant K referred to knowledge transfer (cf. 2.8.2) in the context of training (workshop) in the

following verbatim quotation:

(K) “So, so, so, the transfer part of it would definitely be in the training of the people that
require the information and also, | think, just within uhm your internal uhm eh uhm,
stakeholders who need to understand your processes. It’s important that you invest time
in training them or workshopping them on, on your own processes. So, that is how I've
done it all this while and I think it does sort of shed light on, you know, what it is in terms
of what | do, my knowledge areas and what not, because then the next person

understands my core function.”

Participants (B, C, E) indicated that they “share” [knowledge] when facilitating in a classroom
situation (cf. 2.8.1; 2.9.3.1). Though these participants (B, C, E) used the word “share”, they
actually refer to knowledge transfer. This concurs with the literature (cf. 2.8.2) that the terms

knowledge sharing and knowledge transfer are used interchangeably:

(B) “l am this person who loves a lot of reading, whatever information which is around me |
tend to share with my learners; ice-breakers, what works for me, | give it to them. So, the

more | share with them, then it is something that they are going to apply in their classes.”

(© “l share knowledge when I’'m busy facilitating. Let’s say for example it’s a new product, or
a new system, when learners ask me questions. So, of the ... the ... the questions if you
don’t have that particular, uh knowledge or experience, you won’t be able to answer that

question.”

(E) “It is just shared at that specific time for that duration of the training in the form of a learning

programme.”

Participant | stated that knowledge is shared instead of transferred in the classroom via written
modules (cf. 2.7.1; 2.8.2):
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0] “What we do, uh we share that information through, you know, written uh ... uh modules,
and then obviously when we do that, when these individuals go for training, it will be an
integrated mo.., uh knowledge. It will be the theory part, which will be in the classroom so
they can understand the concepts and then also they must do the practicals, which then

are done on-the-job.”

It is not clear from the above verbatim quotations whether participants understood the differences
between knowledge sharing and knowledge transfer. The literature clearly indicates that there

are differences between the two terms (cf. 2.8.1; 2.8.2; 2.8.8).

4.3.1.3 Transfer of knowledge to the workplace
(cf. 2.8.2)

One definition of knowledge transfer (cf. 2.8.2) is the “movement of knowledge and/or facts” from
one location to another (Wang & Noe, 2009:117; Gangeswari et al., 2016:662-661; Ardichvili,
2017:194). Three participants similarly viewed knowledge management as the transfer of
knowledge from a learning intervention to the workplace, as evident from the following verbatim

guotations:

(B) “l want to see them applying, not exactly what | told them, but being in line [with] what I, |
have shared with them. So, with the knowledge that they’ve been given, now they need to

apply it for that particular task.”

()] “So, my job as an HRD uh, uh L & D [learning and development — cf. 1.10.4] professional
uhm professional was to ensure that that knowledge and skill was transferred. And then
we placed the learners into the workplace, and | have to monitor and check if what the
learners uhm knowledge and skill that was obtained at the academy is being implemented
in the workplace. So, if they can actually transfer that knowledge and skill into the

workplace.”

0] “Uh knowledge, it will be the theory part which will be in the classroom, so they can
understand the concepts and then also they must do the practical’s which then is done

on-the-job.”

It transpired from the verbatim quotations above, that participants viewed knowledge transfer as
taking the knowledge obtained from the learning intervention and applying the knowledge and/or

skills in the workplace.

Knowledge transfer is not only the “movement of knowledge” from one place to another (cf 2.8.2),

but also include sharing (cf 2.8.1), acquiring knowledge (cf 2.8.4), while training/learning transfer
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(cf 2.8.5) is the “use of learned knowledge, skills, and attitudes to enable effective performance”
(Baldwin & Ford, cited by Blume et al., 2019:270) also referred to as “knowledge application”
(Evans et al., 2014:88; Dalkir, 2017:217).

Although referred to knoweldge transfer, what participants are referring to is “knowledge
application” (cf 2.8.5) which refers (in KM literature) to application, use or implementation of
acquired knowledge in the workplace (Evans et al., 2014:88; Dalkir, 2017:217). The training
literature (in contrast to the KM) (cf 2.8.5) refers to the application of acquired knowledge from
learning interventions in the workplace refers to “training transfer” (Baldwin & Ford, cited by Blume
et al., 2019:270; Werner, 2022:76) or “learning transfer” (Raliphada et al., 2014:743).

4.3.1.4 Coaching and mentoring
(cf. 1.3.2,2.8.1; 2.8.2; 2.9.3.2)

Participants (F, L) indicated that they apply knowledge sharing (cf. 2.8.1) and knowledge transfer
(cf. 2.8.2) via “coaching and mentoring”. As indicated in the literature, coaching and mentoring

are means used for knowledge sharing (Shabane, 2017:158) [and knowledge transfer]

(3] “We use it through mentoring and coaching. At the moment, it’s quite challenging, | must
say. People find that at the beginning as we approach them and ask ‘can you mentor this
person?’, they agree, but along the way, it falls apart.”

L) “Give the person the chance to ... to practise and that’s where I’'m now, | start applying
the coaching. When | see, okay the person is missing a step, that’s where the coaching
comes in. Then | stop the person, coach the person, and give the person a chance to do

things on his or her own.”

4.3.1.5 Through written means (explicit knowledge)
(cf. 1.3.1; 2.5.2.1; 2.8.2)

Participants (F, H) indicated that they transfer knowledge (cf. 1.3.1; 2.8.2) through written means.
Knowledge transferred by written means is known as explicit knowledge (cf. 2.5.2.1) (Nonaka &
von Krogh, 2009; Polanyi, 1959; Xue, 2017:23). Consistent with the literature is participant F’'s
verbatim quotation that he/she transfers knowledge through written (audio-visual) means in the

form of videos and pamphlets on their workplace intranet:

(F “We have information sessions, where it’s not a training, where we put our intranet videos;
where we issue the pamphlets with information, and we always encourage people to come
and talk to us in the department of HRD.” We have made sure that those who have access

to computers, they can access it on their phones, mobiles, yes.”
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Participant H referred to knowledge transfer when he/she gave an example of passing knowledge
along different stages in the quality management process in explicit form, which is in line with the
literature (Nonaka & von Krogh, 2009; Yang et al., 2009:276; Xue, 2017:23; cf. 1.10.4; 2.5.2.1;
2.8.1):

(H) “l can’t hold that knowledge in my head, | need to be able to pass it along at different
stages up and down in the quality management process, regardless, whether | am
consulting in an organisation or in my own organisation — | can share the knowledge in a

million different ways without resorting to electronic means.”

4.3.2 Main category 2: Knowledge creation
(cf. 1.3.1 2.8.3)

The knowledge management activities are viewed as sharing and transfer through learning
programme facilitation and classroom training by some of the participants. Other participants see
sharing and transfer through platforms for knowledge sharing (communities of practice); the
transfer of knowledge from the interventions to the workplace, while the rest of the participants

see coaching and mentoring as knowledge management activities.

Knowledge creation occurs when new knowledge is combined with existing knowledge (Ramadan
et al., 2017:442; KMT, 2018c), in creating new procedures, processes, and training material (cf.
2.8.3). Nine participants indicted how knowledge creation occurs within their HRD contexts.
Verbatim quotations thereof will be provided in this section.

Table 4-3: Knowledge creation

MAIN CATEGORY KNOWLEDGE CREATION N=12

Subcategories Development of new procedures 3
and processes

Development of new training 3
material
Combining new knowledge with 3

existing knowledge

The category, knowledge creation (2.8.3) is based on the following subcategories and verbatim

guotations contained in it:
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4.3.2.1 Development of new procedures and processes
(cf. 2.8.3)

Development is described as creating something new or more advanced (Hornsby et al.,

2015:409). The literature on knowledge creation does not specifically refer to development of new

procedures and processes, but refer to instances where people share their ideas and experiences

(Darling, 2014:25), and when people are involved in problem solving and innovation (Kaba &

Ramaiah, 2019:532). New knowledge is also created when combined with existing knowledge
(Ramadan et al., 2017:442; KMT, 2018c).

Participants (A, G, K) indicated that knowledge is created when HRD professionals develop new

processes and procedures in line with company specific, legislative, and industry requirements,

for example, the “quality improvement cycles and processes” and “review processes”:

(A)

(G)

“We facilitate, in other words a process whereby we help our colleagues get a better
understanding of the processes they are concerned with, how it links with quality and quality
improvement cycles and processes, whether they are doing it well, help them assess gaps

and needs within their processes.”

“Any review process, that’s aimed at enhancing a procedure, a process uhm, has to do with
knowledge that’s created. Uhm, because | was, | was doing it a, b, c, it’s required of me to do
it today, uhm, in a new way, uhm d, e, f. So, ja, there’s a lot of that going on as well specifically
in our environment where we’re heavily legislated, uhm, there are a lot of changes that take
place, and uhm ja, that forces you to change the way you are doing things. Uhm, because
it’s normally impacted by uhm, by accidents, uhm that take place. Those enquiries again,
knowledge gets created through that process as well, because the accident enquiry will
actually inform uhm changes to be made to your training material; uhm to policy and

procedures, and uh to risk assessments.”

Participant K stated that new knowledge is created through “day-to-day engagement”, which

“should then be captured and documented”. He/she also referred to innovation that had to take

place due to “unusual circumstances” where this new knowledge that was “birthed” also had to be

documented in processes and procedures. The unusual circumstances that participant K referred

to, are the changes that occurred due to the COVID-19 pandemic during which HRD had to change

the way in which they operate during lockdown. (This data was collected during the lockdown period

while the majority of the South African population was working from home. The lockdown in South

Africa commenced in March 2020). The next verbatim quotation provides confirmation of the

aforementioned statement:
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(K) “So, I find that the best place to find the ... the, right knowledge that should fit into the
organisation’s quality management system is through your day-to-day engagement, through
your day-to-day execution of your activities, because it is through those that you learn, you
know. It’s through those that new knowledge comes in and it replaces what was known as
knowledge before, and that should then be captured and be documented because it talks to
the environmental changes and, you know, for example COVID-19, uhm it came when most
of us were not even thinking that something of this nature would come. A lot of businesses
that are standing today had to innovate. They had to find ways even in our industry we had
to find ways of how to continue business under these unusual circumstances. So, there’s
been a lot of innovation and it is in those processes that new knowledge is birthed, and such
knowledge must be documented so that it is available for those situations. | don’t know if I'm

making sense.”

Participant K’s statement is in line with the literature stating that innovation is the creation of new
products and services (cf. 2.8.3). Therefore, when new products and services are created, those
new procedures and processes are needed and should be implemented accordingly. The
importance of policies, [processes] and procedures are to “avoid employee confusion and to
adhere to legal and regulatory guidelines” (Erasmus et al., 2018:34). Examples of procedures
relevant for HRD professionals include human resources (HR) and procedures such as [code of
conduct], performance procedures, [recruitment procedure], training and development

procedures, and quality management [procedure] (cf. 2.8.3).

4.3.2.2 Development of new training material
(cf. 1.10.4; 2.6.1; 2.8.3)

The KM and knowledge creation literature does not specifically refer to development of training
material as knowledge creation, however, the literature refers to knowledge embedded as “new
products, service, and systems” (Nonaka, cited by Mitchell & Boyle, 2010:69). The literature also
indicates that knowledge is collected from knowledgeable people, and that knowledge is made
independent from knowledgeable persons in the form of documents for reuse (codification

approach, cf. 2.7.1).

None of the participants referred to knowledge creation during the semi-structured interviews.
Only when presented with follow-up questions, could these participants indicate how knowledge
creation is applied. In response to the follow-up question “Are you at any time creating new

knowledge?”, participant E responded as follows:
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(E) “l was tasked to present a learning that was never presented before, so | had to develop
everything from scratch together with members in my section. We developed everything

from scratch”.

Participant | responded as follows when asked: “The information that you put then in the module
that you create uhm is it always. Do you always get it from meetings, or are there any other

sources that you use to create the knowledge that goes into the module?”

() “We will schedule a meeting with the [subject matter experts] SMEs. We will ask them
guestions just to gather information for ... for the content. And after we have done that,
we go back to the design and development process in terms of finding out who the target
audience [is], what are the objectives, what do you like, the outcomes, and then
documenting everything, that will be the design part.”

When asking whether the participants may provide input in what must go into the training material,
participant L responded as follows:

L) “Uh, sometimes. Sometimes eh they do involve us in this to have input. The person comes
with a draft to say this is what | have developed and then we go through it and then we eh we ...
we ... we check whether the material eh is developed the right way it covers all the necessary like
... like all the objectives be met. When the learner uses that material, we go through that together,

but some material that had been developed long before | came here. We just use it as it is, yes.”
4.3.2.3 Combining new knowledge with existing knowledge

Participants also indicated that they create knowledge by combining new knowledge with existing
knowledge, which is in line with the literature (cf. 2.8.3). Participants provided the example that
they had existing knowledge of HRD (a prerequisite for entering the BHRD degree), that they
have combined with new knowledge acquired within the BHRD degree (for example the research

module), which resulted in new knowledge. The following verbatim quotations attest to this:

(K) “Sjoh, in my opinion, | think that human resource development is really critical. And, you
know, | am obviously basing this on the last three years of my studies in this degree. Uhm,
one has really got to understand the broader sense of human resource development; that it

is not just your skills development, you know, it there is more to it than that.”

(F)  “Uhm, I must say that | know it’s about your research, but this degree has opened my eyes
in a lot of areas. So HRD needs to take its position in the organisation and contribute

strategically so that we can make change not just to the institution, but to the country at large.”

83



Participant H stated that new knowledge is created when they share and solve problems in his/her
HRD context:

(H) “We create when we share. | am a sharer, so uhm | am the kind of person who would, for
example, give you the answer before you thought of the question. So, | guess for me that all
comes together in creating knowledge ... for me creating knowledge goes hand-in-hand with

problem-solving.”

Although none of the patrticipants referred to knowledge creation as a KM activity it became
evident from the above verbatim quotations that participants indeed applied knowledge creation
in an HRD context. Knowledge creation occurs via the development of new procedures and
processes, new training material, and by combining new knowledge with existing knowledge.
Participants also create knowledge when new knowledge is combined with existing knowledge
during opportunities where they can share and solve problems.

4.3.3 Main category 3: Knowledge acquisition
(cf. 2.8.4)

Knowledge acquisition is referred to as learning (Liew, 2013:51; Carbery, 2015:5), and looking for
new knowledge and recognising existing knowledge (Rusly et al., 2015:1205) (cf. 2.8.4). In line
with the literature, participants (A, B, C, D, G, | J, L) indicated that they acquire knowledge by
means of training materials, curriculums, assessment procedures; research and reading; asking
questions; attending workshops and HRD interventions; and through observations and peer-to-
peer reviews (cf. 2.5.2.1; 2.8.4).

Table 4-4: Knowledge acquisition

MAIN CATEGORY KNOWLEDGE ACQUISITION N=12
Subcategories Training materials, curriculums, 3
and assessment procedures
Research and reading 3
Asking questions 2
Attending workshops and HRD 2
interventions
Through observations and peer 2
reviews

The main category, knowledge acquisition (cf. 2.8.4) is based on the following subcategories and

verbatim quotations contained in it:
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4.3.3.1 Training materials, curriculums, and assessment procedures
(cf. 2.5.2.1; 2.8.4)

Knowledge acquisition also occurs when (explicit) knowledge is bought (cf. 2.5.2.1) in the form of
existing training or learning materials, curriculum, and assessment material, as is evident from

the following verbatim quotations:
(B) “The learning material comes directly from (XXX) college, so we use their material.”

J “Business administration qualification, that was uhm bought. They bought the material
from somewhere and uhm the welding [material] they obtained from the MerSETA
[Manufacturing, Engineering and Related Services SETA Sector Education and Training
Authority].”

(L) “Okay, we, we, we, got our training material from uhm MQA [Mining Qualifications
Authority]. The one that we are using is from the MQA. And then eh that is the one that we use
when we facilitate. We use the MQA approved curriculum. And then the assessments as well,
they are from MQA. And then we also have the, eh our own eh the in-house material that has

been developed. We have our in-house material that has been developed for short course.”

4.3.3.2 Research and reading
(cf. 2.5.2.1; 2.8.4)

Three patrticipants indicated that they have gathered explicit knowledge by doing “research” and
reading of, for example the “quality manual”’, “the company’s’ processes, procedures, and

policies”. The following verbatim quotations confirm this:

(A) “It was a matter of reading the documents, the template of a quality manual and then the
guide. First of all, it’s just a matter of reading through it; and the second one is engaging

with your colleagues ...”
© “Uh by also reading the ... the ... the company’s processes, procedures, policies ...”

(G) “Uhm, so ja, personally in terms of how do | acquire knowledge is, uhm, obviously research
is one, uhm, but ja, it’s a bit more formal then uhm, it’s not something that you do uhm

each and every day.”
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4.3.3.3 Asking questions
(cf. 2.8.4)

Knowledge acquisition includes searching for new knowledge and recognising existing knowledge
(Rusly et al., 2015:1205, cf. 2.8.4). Asking questions is one way of acquiring knowledge within
the organisation (cf. 2.8.4). Two participants (A, C) stated that they acquire knowledge by asking
questions:

(A) “Engaging with your colleagues. My colleague, the quality manager at that time answering

them [questions], | gained knowledge.”

© “... asking questions, asking different people questions, that’s also how I learn, you know,

talking to my colleagues learning from them.”

4.3.3.4 Attending workshops and HRD interventions
(cf. 2.8.4)

Knowledge acquisition includes classroom learning (Erasmus et al.,, 2019:98, cf. 2.8.4). Two
participants confirmed that they acquire knowledge by attending workshops and HRD

interventions. The verbatim quotations provided next, confirms this statement:

(© ‘I acquire knowledge by attending, uhm various ... uhm HRD interventions, like for

example train-the-trainer workshops

(D) “NAMB [National Artisan Moderation Body], QCTO [Quality Council for Trades and
Occupations], all those organisations and other manufacturing companies as well just for
us to understand what drives apprenticeships from the national perspective from
organisational as well as uh, from the sectors. This is where we actually gain the

AN

knowledge and the practicality of how uh, uh we can do this” “asking a lot of questions
about policies and all these things, it's actually to help me try to gather information for

feeding into these documents.”
4.3.3.5 Through observations and peer reviews
(cf. 2.8.4)

Knowledge acquisition occurs through “peer-to-peer [interaction] and observations” (Botha &
Coetzee, 2019:180; Erasmus et al., 2018:135). In line with the literature (cf. 2.8.4), participants

also indicated that they acquire knowledge through observations and peer reviews”:

(G) Uhm, a lot of knowledge is obtained through observation as well. Uhm ... and uhm ... and

ja, peer reviews, is also a form of uhm knowledge that can be gained.”
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0] “What we will do, we will sit with the SMEs [subject matter experts] and also, we will go
and observe. We may take a trip with a driver, you know, and observe what they do, and
ja, that’s what, that’s what we do. Because most of our programmes, we have customised
so we need to, you know, uh develop programmes that are customised specifically for that

particular department or that particular function.”

It became evident from the above that participants acquire knowledge in an HRD context “through
training materials, curriculums, assessment procedures; research and reading; asking questions;
attending workshops and HRD interventions; and through observations and peer-to-peer
reviews”. These verbatim quotations are mostly in line with the literature which also indicates that
knowledge is acquired through CoPs, peer-to-peer interaction, performance documents, and
training materials, (cf. 2.8.4).

4.3.4 Main category 4. Knowledge application
(cf. 2.8.5; 2.9.3.2)

In line with the literature (cf. 2.8.5), participants agreed that knowledge must be applied in practice
to generate benefits. Participants also stated that knowledge application occurs when applying
acquired knowledge in the workplace, which is consistent with literature cf. 2.8.5); through learner
evaluation and assessment and implementation of knowledge by demonstrating the acquired
knowledge; via mentoring and coaching (cf. 2.9.2.2); and indicated that knowledge is not always
applied in the work environment. Participants further indicated that knowledge is applied when
quality manuals are produced, people’s actual performance on-the-job is observed, keeping
logbooks of performance, conducting simulations, discussions, and work integrated learning.
Participants also indicated that when knowledge is acquired, that knowledge must be applied in
practice to generate benefits (cf. 2.8.5).
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Table 4-5: Knowledge application

MAIN CATEGORY KNOWLEDGE N=12
APPLICATION
Subcategories Applying acquired 6
knowledge in the workplace
Learner evaluation and 5
assessment
Implementation of 2
knowledge by

demonstrating the acquired

knowledge
Mentoring and coaching 2
Knowledge is not always 2

applied in the work
environment

The main category, knowledge application (2.8.5) is based on the following subcategories and

verbatim quotations contained in it:

4.3.4.1 Applying acquired knowledge in the workplace
(cf. 2.8.5)

Participant A explained that HRD professionals apply their own knowledge when they produce a
product for the work environment, for example, a quality manual. The following verbatim quotation
confirms this:

(A) “At the end of the time they must produce this quality manual, which in the end uhm,
informs too. They later go through a self-evaluation process, a peer evaluation which is
one of the evidence documents for a self-evaluation and a peer evaluation. So, by the time
they are finished, they must know what they are doing, so they know they must apply it

according to the standards that we give them.”

Participants B, E, I, and K indicated that their learners apply or must apply the knowledge gained
from or shared through the learning intervention, for example, by their performance in the work

environment, as evident from the following verbatim quotations:

(B) “l want to see them applying, not exactly what I told them, but being in line [with] what I ...
| have shared with them.” “When we are teaching, or when we are delivering learning to
these learners, it needs to be career-orientated.” “So, with the knowledge that they've

been given, now they need to apply it for that particular task.”

(E) “Okay, there are some circumstances where you can actually see that uh the knowledge

that they gained, they are applying it. Especially through their performance.”
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0] “So, we train, you know, apprentices so that they can be able to go and work in the

production line.”

(K) “Uhm, and | always thought perhaps in a technical environment it is easy to see uhm and
measure, you know, the application of knowledge, because people have to do certain
things, like you have to drive a car. You need to, but in truth | think it is the same across
where it’s very hard to monitor and ensure that knowledge is applied. Uhm, because as
we perform our job tasks on a daily, we obviously go through that even process with
routine because we sort of understand how to do this thing, you know, we become experts

at it; that the application like comes as second nature, you know, to us.”

Participant D indicated that knowledge application is necessary to transform the organisation for
innovation, which is consistent with literature (Ode & Ayavoo, 2019:209, cf. 2.8.5) as the next

verbatim quotation confirms:

(D) “Applying and implementing new knowledge to transform the organisation in a very way
that can lead to innovation.”

4.3.4.2 Learner evaluation and assessment
(cf. 2.10.1.1)

In line with the literature, participants indicated that evaluation and assessments are used to
provide evidence of what learners can do [thus, the application of the acquired knowledge and
skill] (cf. 2.10.1.1). Participants (A, H) indicated that they make use of self and peer evaluations
as well as formative assessments in an HRD context to determine whatever their learners can

apply the acquired knowledge.

(A) “They later go through a self-evaluation process, a peer evaluation which is one of the
evidence documents for a self-evaluation and a peer evaluation, so by the time they are
finished, they must know what they are doing. So, they know they must apply it according

to the standards that we give them.”

(H) “If | start in class, if we learn something new or really valuable like the example | gave you
earlier on, I will actively look for an opportunity to bring it into a formative assessment or

an in-class assessment of some kind. In terms of can they take it back to the workplace?”

Participant J said that they use logbooks to record and monitor the application of knowledge of

their learners:
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@) “l could actually see from the logbooks if they have done the shielded metal arch whatever
it is in the project, they needed to do so that was a way that | could monitor that the learner
was getting the or transferring ... So, they have to adapt accordingly. It was practically
inclined where the learner had to do Excel or PowerPoint. They uhm | would uhm set up
a session for them where they actually uhm would do a practical component on the

computer, like generating the Excel spreadsheets or the Word.”

Participants (B, I) indicated that knowledge application of their learners is determined by using

simulations, discussions, and work integrated learning:

(B) “So, we do a lot of simulations, we do a lot of discussion. We also do a bit of work
integrated learning. The intern facilitators, they need to know how to create a roll-out plan.
So, what they are going to do, | will show them this is how you create a roll-out plan. Now,
at the end of the day, they need to demonstrate that they can create a roll-out plan.”

0] “They will go into the class, read, write, and then we have a practical station where they
will have to practice before we send them on the real production.”

4.3.4.3 Implementation of knowledge by demonstrating the acquired knowledge
(cf. 2.8.5)

Consistent with the literature, participants (B, G) indicated that knowledge is applied when

learners demonstrate the knowledge gained in training and learning interventions:

(B) “So, what they are going to do, | will show them this is how you create a roll-out plan. Now,
at the end of the day, they need to demonstrate that they can create a roll-out plan.”

(G) “Uhm, they can't learn if it's not demonstrated to them. They can’t learn merely from
manuals. Uhm and then from the trainer point again, obviously again, uh the observation and then

also doing it themselves.”

4.3.4.4 Mentoring and coaching
(cf. 2.8.5;2.9.2.2)

Participants D and L indicated that they use mentoring and coaching in the workplace to assist
employees to apply knowledge. In this regard, Fagan (2017:46) posits that mentoring and
coaching have the potential to assist in transferring knowledge and skills to the workplace (cf.
2.8.5). The literature refers to mentoring as developing and implementing knowledge and
experience for long-term career development (Forbes Coaches Council, 2018), and coaching as
improving current job performance (cf. 2.9.2.2). Thus, applying knowledge and skills gained

during learning in the workplace (cf. 2.8.5):
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(D) “To understand the policies and procedures, to understand even the ... in terms of the
national uhm, uh agenda where this is coming from and how do they fit in as uhm, uhm
mentors in, in, in knowledge, uh, development, that’s, where |, | get involved in terms of

where it comes to the application of knowledge.”

(L) “Okay, so when | coach people, | do the uhm eh, eh, | identify the gap first. After identifying
the gap to see that this person, he needs to perform this task, but he lacks one, two, three.

So, | do the coaching on the job. Because we need the results now.”

4.3.4.5 Knowledge is not always applied in the work environment
(cf. 2.8.5)

According to Raliphada et al. (2014:743) learned knowledge and skills are not always applied in

the work context. Participants C and K similarly indicated that knowledge is not always applied:

(© “When | train and people ask me questions, and | explain something to them, | can say
they use that knowledge because whatever | explain to them, they go and apply it in the

workplace.” “Not all of them apply it in the workplace.”

(K) “Once you have acquired your degree, people then take that as, you know, that you will

apply the knowledge, but it is not always the case.”

4.3.5 Main category 5: Knowledge capture and knowledge storage
(cf. 2.8.6; 2.8.7)

In this main category, knowledge capture and knowledge storage were categorised together,
since the participants seemed to perceive the two as one concept. However, in the literature,
knowledge capture (cf. 2.8.6) and knowledge storage (cf. 2.8.7) are two different concepts (cf.
2.8.8).

Participants indicated that knowledge is captured in tangible form, for example through writing
improvement plans, policies, standard operating procedures, and quality management systems
(QMSs), and by making videos from engagement and innovation. The literature (Magalhaes,
2015; Malamed, 2020), accordingly refers to dealing with customer complaints, procedures to

simplify a job, journals, storytelling, and lessons learned as ways to capture knowledge.
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Table 4-6: Knowledge capture and knowledge storage

MAIN CATEGORY KNOWLEDGE CAPTURE N=12
AND KNOWLEDGE
STORAGE

Subcategories Methods of knowledge 6
capturing or storage

The main category, knowledge capture and knowledge storage (2.8.6; 2.8.7) is based on the

following subcategory and verbatim quotations contained in it:

4.3.5.1 Methods of knowledge capturing or storage
(cf. 2.8.6; 2.8.7)

Virkus (2011) and National Academies of Sciences, Engineering and Medicine (2017:2) indicate
that knowledge capture is the conversion of tacit knowledge into explicit form (cf. 2.8.6). Even
though participants did not specifically refer to tacit knowledge, it is clear from their use of the
terms “engagement and innovation” that they do indeed refer to tacit knowledge (cf. 2.4.2.2).
Participant A indicated that he\she captures knowledge by writing improvement plans for their
department:

(A) “We guide them to write improvement plans for their departments and their processes”.
Participant B referred to the recording of a training session to ensure that everything is captured:

(B) “Whenever we are delivering this, we need to record our session that tomorrow one can
go back and, and reflect on those sessions, because at the end of the day you might be
in a good session, but you find that you did not even capture everything”.

Participant C captured knowledge in the form of videos for continual use:

(G) “So, ja, uhm, firstly it’s a lot of information and then we went and we uhm broke down the
entire onboarding, can | say, intervention uh and we literally took the whole thing apart

and we made videos of it.”

Participant K indicated that knowledge is captured in the form of policies, procedures [standing

operating procedures] (SOPs), and quality management system (QMS):

(K) “The best place to find the, the right knowledge that should fit into the organisation’s quality
management system is through your day-to-day engagement — through your day-to-day
execution of your activities because it is through those that you learn, you know. It’s through

those that new knowledge comes in and it replaces what was known as knowledge before,
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and that should then be captured and be documented. Okay, so KM is also about
documenting, especially things like your po ... po ... po ... policies your procedures, your

standing operating procedures your processes — those need to be well documented ...”

Although Pandey (2016:37, cf. 2.8.7) indicated that knowledge storage should be easily
accessible, retrieved, or located, participant K verbalised his/her frustration with locating the

necessary knowledge:

(K) “The knowledge, you know, uhm that falls within my area which is something I've found not
existent with my predecessors when | started here. As a result, | struggled to locate stuff. |
had struggled to find my way around the maze, and | think, should | move on, somebody
that would occupy this role should not go through the same struggle that | went through.”

Participant H was the only participant who referred to “storage” instead of “capture”. He/she
created an “online library” where information is stored as evidence in the South African regulated
skills development system (cf. 1.10.3). This participant (H) also referred to information rather than
knowledge, which is consistent with the literature (cf. 2.5.1) in that information is stored in this
case, and not knowledge per se. The following verbatim quotation attests to this:

(H) “You know, uhm how much ‘information” — I'm not calling it knowledge, for now,
information. You are very aware of how much information is generated on a daily basis for
a number of reasons, but | guess primarily because, it's a requlated system. So, we have
to get evidence of everything. I've created and “online library” within which all the
knowledge is stored. It’s indexed, it’s catalogued, because | am absolutely obsessive
compulsive about that and whatever that repository, is | always make sure that it’s in a
form that it can be shared with whoever is allowed to have access to that kind of

information, depending on the different levels of security.”

It became evident from main category 5 that knowledge capture and knowledge storage were
applied by participants in an HRD context through methods such as writing improvement plans,
videos, policies, procedures (SOPs) and QMS. One participant also alluded to the struggle to
obtain the knowledge that he/she needed when he/she started as a new employee with his/her

organisation.
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4.4 THEME 3: HUMAN RESOURCE DEVELOPMENT’S ROLES RELATED TO
KNOWLEDGE MANAGEMENT IN A SOUTH AFRICAN CONTEXT
(cf. 1.10.4; 2.10.1)

Within this theme, one main category and five subcategories emerged that address the roles of
HRD professionals in the South African context.

4.4.1 Main category 1: Roles of human resource development professionals

(cf. 1.10.4; 2.10; 2.10.1; 2.10.1.1)

HRD professionals include individuals involved in training, training delivery, assessment, and
moderation of learning. HRD professionals typically fulfil roles as assessors, coaches, facilitators,
mentors, moderators, and skills development facilitators (Stuart, cited by Meyer & Sloman,
2014:101; DHET, 2019; cf. 1.10.4). Other roles of HRD professionals include quality coordinators
and compliance managers, skills development facilitators, and training material designers and
developers (DHET, 2019; cf. 1.10.4; 2.10.1.1). Some HRD professionals may fulfil only one of
these specified roles, while others may fulfil more than one of these HRD roles.

Participants indicated that HRD professionals fulfil the following roles, namely as assessors,
moderators, learning facilitators, quality coordinators and compliance managers, training material
designers and developers, and skills development facilitators. Participants could also link their
roles with knowledge management. The roles that HRD professionals fulfil within an HRD and KM
context are indicated in Table 4-7. Links between these roles and previous categories will also be

indicated with cross referencing.

Table 4-7: Roles of human resource development professionals

MAIN CATEGORY Roles of human resource N=12
development
professionals
Subcategories Assessors and moderators

Learning facilitators

Quiality coordinators and

compliance managers

Training material designers 4

and developers

Skills development 2

facilitators

The main category, roles of human resource development professionals is based on the following

verbatim quotations contained in it:
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4.4.1.1 Assessors and moderators

(cf. 2.10.1.1; 2.8.4; 4.3.3 knowledge acquisition — training materials, curriculums, and assessment
procedure; 2.8.5; 4.3.4 knowledge application — learner evaluation and assessment)

Participants indicated that assessment is part of knowledge application (cf. 2.8.5; 2.10.1.1; 4.3.4).
The assessment procedure is also part of knowledge acquisition (cf. 2.8.4; 2.10.1.1; 4.3.3). In the
South African context the term “assessor” refers to an assessment practitioner that is monitoring,
evaluating, and reviewing training quality, training objectives, and training deliverables [outcomes]
(DHET; 2019, cf. 2.10.1.1). “Moderator” (cf. 2.10.1.1) refers to the person responsible for the
authenticity of assessment results, and evaluating the assessment process and instruments
(SAQA, 2004 cited by Meyer et al.,, 2017:274). Assessors’ and moderators’ involvement in
knowledge management is to make judgements and check the quality with regard to the
knowledge and skills that a learner (employee) has acquired during learning interventions (cf.
2.8.4; 2.8.5). Participants applied and acquired knowledge within their roles as assessors and

moderators:

J “And the moderation of the whole moderation process where | had to get the uh uhm the
SETA [Sector Education and Training Authority] out to do the moderation to ensure that

the portfolios are ready for moderation, that was my role.”
(H) “Yeah, | uh, so first of all as a moderator | like to moderate a 100%.”

Participant H further described his/her multiple roles as HRD professional within an HRD context,
in addition to internal moderator include “consulting”, “internal skills development facilitator
(ISDF)”, and “compliance consultant” (cf. 2.10.1.1):

(H) “Yes, absolutely. So, | have for more than 15 years been in a consulting role, and in that
role, | put on different hats. So, | have, | play internal moderator for some clients, uhm and
| play the ISDF [internal skills development facilitator] for some clients, so those are the two
most prevalent roles, but my third role is probably, | don’t want to say legal consultant,
because that sound so grandiose and | don’t want to use compliance, because | detest it
but uhm | advise and consult in terms of regulatory matters. Which falls also under

moderator and SDF [skills development facilitator].
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The next verbatim quotation attests that participant L’s roles in addition to being a moderator:
(L) “I’'m a facilitator and assessor, and a moderator.”

Participant E is a moderator, but also evaluates and presents learning programmes, as evident

from the next quote:
(E) “Present learning programmes, | do evaluate, | uh assess, | sometimes, | do moderate.”
4.4.1.2 Learning facilitators

(cf. 2.10.1; 2.8.1; 2.8.2; 4.3.1: knowledge sharing and knowledge transfer — learning facilitation
and classroom training; knowledge creation — development of new procedures and processes; cf.
2.8.4; 4.3.3 knowledge acquisition — attending workshops and HRD interventions; cf. 4.3.4 learner
evaluation and assessment)

Learning facilitators, sometimes referred to as trainers (Meyer & Sloman, 2014:101, cf. 2.10.1)
are involved in the acquisition of learning (cf. 2.8.4). Participants also indicated that they share
knowledge and transfer knowledge through learning facilitation and classroom training (cf. 4.3.1).
It is evident from the previous category (assessors and moderators), that participant L (in addition
to his/her role as assessor and moderator) is also a learning facilitator. The role of the learning
facilitator (trainer, training officer, business skills trainer) is included as part of the roles of the
HRD professional (cf. 1.10.4; Stuart, cited by Meyer & Sloman, 2014:101; DHET, 2019).

Three participants indicated that they work as facilitators in the HRD environment. Participant B
is a facilitator responsible for training and mentoring intern facilitators, participant C is a training
officer, participant E presents learning programmes, and participant | is “just providing assistance”

to learning facilitation. The following quotations attest to this:
(B) “l tend to mentor intern facilitators.”
© “l am employed as a facilitator, training officer”.

(E) “And currently I am not working within the, the, the HR function, but | am working hand-in-
hand with training because | am also actively involved in training. | do present learning

programmes.”

0] “l am currently in the HRD facility ... | have facilitated, not in depth, just providing

assistance with facilitating some of the programmes in the organisation.”
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4.4.1.3 Quality coordinators and compliance managers

(cf. 2.10.1.1; 2.8.1; 4.3.1 platforms for knowledge sharing; cf. 2.8.3; 4.3.2 knowledge creation —
development of new procedures and processes; cf. 2.8.5; 4.3.4 knowledge application — applying
acquired knowledge in the workplace; knowledge capture — methods used to capture or store
knowledge)

Participants are involved in knowledge sharing (cf. 2.8.1; 4.3.1 — platforms for knowledge sharing)
during discussions regarding compliance issues on Sector Education and Training Authority
(SETA) and Mining Qualifications Authority (MQA) platforms. Participants apply their knowledge
of HRD within their roles as quality coordinators and compliance managers (cf. 2.8.5; 4.3.4
knowledge application — applying acquired knowledge in the workplace) when they produce, for
example, quality manuals. Participants also indicated their involvement in knowledge creation
when they review processes and the quality improvement of quality cycles and processes.
Participants indicated their involvement in knowledge capture though documenting knowledge in
policies and processes. The verbatim quotations that follow are in line with the literature (DHET,
2019; cf. 2.10.1) that states that quality coordinators and compliance managers are responsible
for the monitoring, ongoing evaluation, and verification of the quality and effectiveness of training
and learning interventions. This role of quality coordinators also includes the review and

modification of training objectives, methods, [and outcomes] (DHET, 2019).

Participant A referred to his/her role as a quality coordinator. The tasks of quality coordinators are
included in the role of HRD professionals (DHET, 2019, cf. 1.10.4):

(A) “Okay, firstly, let me just mention that | am not an HRD practitioner (cf. 1.10.4), but I'm

working as a quality coordinator.”

Two participants (K, H) indicated that they are dealing with compliance of training and
development matters in the South African context. Compliance of training and development
incudes compliance with regulations, which includes monitoring, evaluation, and verification of

the quality, in terms of standards set by SAQA and skills development legislation (cf. 1.10.4):

(K) “I work for a training academy, and | work as the uhm quality and compliance manager

within that environment.”
(H) “l advise and consult in terms of regulatory [compliance] matters.”

As part of quality and compliance, participant G referred to “continuous improvement normally
seen as training”. This is in line with the literature, which refers to training as an important

mechanism to facilitate continuous improvement (Van Assen, 2020:132):
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(G) “Continuous improvement, ja, a lot of the times it’s ... it’'s normally seen as training, that’s
the problem. Uhm, but ja, it’s not it not really purposefully driven in terms of okay uhm great,

so we have identified that it’s a training problem, but now how do we purposefully address
it?”

4.4.1.4 Training material designers and developers

(cf. 2.10.1.1; 2.8.1; 4.3.1 knowledge sharing — platforms for knowledge sharing — communities of
practice; cf. 2.8.3; 4.3.2 knowledge creation — development of hew training material)

Participants are involved in knowledge sharing (cf. 2.8.1; 4.3.1) when revising and creating written
modules. Participants are also involved in knowledge creation (cf. 4.3.2) through their roles as
training material designers and developers when developing new learning materials. Training
material design and development include the preparation and development of instructional
training materials, such as tutorials, textbooks/manuals, and supporting training aids (DHET,
2019, cf. 2.10.1.12). In line with the role of training and development professionals as specified by
the DHET (2019), participants indicated that their roles include those of designers or developers
of new learning content, new learning presentations, and developing new videos of learning

content. The following verbatim quotations attest to this:
()  “I'am currently in the HRD facility, I'm working as a content designer and developer.”

(3) “I had to redevelop, because uhm the material was not up to scratch. So, | had to start it
from scratch by designing uhm the outcomes and uhm the material from scratch. The

portfolio, everything | had to create from scratch.”
Participant E is a learning facilitator, but is also tasked with developing learning content:

(E) “Okay, uh, | had a challenge this year, uhm, | uhm, was uh ... uh ... uh tasked to present

a learning that was never presented before, so | had to develop everything from scratch.”

Participant G indicated his/her involvement in the design and development of training material in

the form of making videos of learning content:

(G) “... alot of information and then we went and we uhm broke down the entire onboarding,
can | say, intervention uh and we literally took the whole thing apart and we made videos
of it. So, and ja, to me that contextualises uhm just so much more information from what

you could have gained in a manual.”
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4.4.1.5 Skills development facilitators

(cf. 1.10.4; 2.10.1.1; 2.8.1; 2.8.2; 4.3.1 knowledge sharing and knowledge transfer — through

written means; cf. 2.8.6; 2.8.7; 4.3.5 knowledge capture and knowledge storage — methods used

to capture or store knowledge)

The term “skills development facilitator” (SDF) was recently renamed to “skills development

practitioner” (in the South African context) (DHET, 2019; cf. 1.10.4). A skills development

practitioner (or SDF) is responsible for analysing, executing, implementing, monitoring, and
reporting on [knowledge and] skills requirements of organisations, therefore sharing transferring,
and capturing knowledge and information. This role also includes providing information, advising

on further education, training, and career decisions (DHET, 2019). Botha and Coetzee (2019:191-

192) confirm that the tasks of SDFs are included in the role of HRD professionals. The Association

for Skills Development in South Africa (ASDSA) (2021) confirms that roles of skills development

practitioners include facilitators, assessors, and moderators. In line with this literature, participant

(H) indicated that his/her roles as HRD professional, amongst others, include that of internal SDF,

as evident from the next verbatim quotation:

(H) “I play the ISDF [internal skills development facilitator] for some clients, but in addition to
the consulting role uhm | do also have an academy that is accredited with the QCTO
[Quality Council for Trades and Occupations], for full qualifications and part qualifications
of the occupational learning system. So, there is KM in that context as well, so that would

be internal.”

Participant F’s role, however, included only that of a SDF (cf. 1.10.4; 2.10.1.1), as evident from

the next verbatim quotation:

(3] “l am a skills development facilitator. | will start by saying we do have courses that we offer
and we look at career paths for individuals, especially for those people who don’t have
qualifications and those who are at the lower level. Like you find that maybe someone is
a receptionist. In order to manage that they are gathering throughout the years, we
develop a career path, we’ll say someone just have a matric and then that person will be
put through the learnership of Business Administration, which is a year programme. And
then after that, they will go and do Generic Management. And then, at that level, we
appoint the mentor or the coach for them, so that they prepare them for the next level

positions.”
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4.5 THEME 4: PARTICIPANTS’ RECOMMENDATIONS REGARDING THE APPLICATION
OF KNOWLEDGE MANAGEMENT WITHIN A HUMAN RESOURCE DEVELOPMENT
CONTEXT

This theme presents participants’ recommendations regarding the application of knowledge

management within a human resource development context.

45.1 Main category 1: Recommendations regarding the application of knowledge
management within a human resource development context
(cf. 2.7.1; 2.8.6; 2.8.7)

HRD is responsible for improving individual, group, and organisational effectiveness by
developing knowledge, skills, and competencies of employees (Wilson, 2012:7). (Mir et al.,
(2017:97) argue that there must be a constant flow of knowledge from experts or specialists to
the rest of the employees that may need this knowledge. This flow of knowledge can be achieved
by programmes and initiatives where (tacit) knowledge is shared (Mir et al., 2017:97) and
transferred (explicit knowledge) by way of documents, such as policies and procedures.
Participants indicated that for HRD to effectively contribute to the flow of knowledge, HRD should
be situated on strategic level. Opportunities for sharing knowledge should be created and people
should be rewarded for sharing their knowledge.

Table 4-8: Participants provided recommendations regarding the application of

knowledge management within a human resource development context

MAIN CATEGORY Participants’ N=12
recommendations
regarding application of
knowledge management
within an HRD context
Subcategories Knowledge should be 5
captured and recorded in
systems and processes

HRD should be situated on 5
strategic level

Opportunities for sharing 3
knowledge should be

created

People should be rewarded 2

for sharing knowledge
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The main category, participants’ recommendations regarding the application of knowledge
management within a human resource development context is based on the following

subcategories and verbatim quotations contained in it:

45.1.1 Knowledge should be captured and stored in systems and processes
(cf. 2.7.1; 2.8.6; 2.8.7)

Knowledge capture, as one of the KM activities (cf. 2.8.6) entails that knowledge should be
captured and recorded in organisational databases for retention and ease of access (Virkus,
2011; National Academies of Sciences, Engineering and Medicine, 2017:2; KMT, 2018e). This
recorded knowledge can then be applied by employees and used for the purpose of innovation
and improved performance (Ode & Ayavoo, 2019:210, cf. 2.7.1; 2.8.6). The application of
knowledge is also a KM activity (cf. 2.8.5).

Consistent with the literature (National Academies of Sciences, Engineering and Medicine, 2017,
KMT, 2021c; cf. 2.7.1; 2.8.6), participants D, B, and G recommended that knowledge should be
recorded [captured]. Participants D and B actually referred to the capture of tacit knowledge (cf.
2.7.1):

(D) “Okay, the recommendation that | can recommend in this regard mainly one is it that, uh
in most cases, uhm organisations need to ... to ... to ... to ... to ... to appreciate the
knowledge, which is not recorded in the organisation, these now — especially the guys —
there [are] a lot of guys who ... who really possess the knowledge. But their knowledge —
should they leave the organisation today, they ... there [are] no records kept to inform
whoever is coming in to take over these, ah ... ah positions. So that’s why it's very
important that the organisation should design systems, which allow for uh ... uh recording
of data and all these things or to keep data with regard to KM”.

(B) “Whenever we are delivering this, we need to record our session that tomorrow one can
go back and, and reflect on those sessions, because at the end of the day you might be

in a good session, but you find that you did not even capture everything”.

Participant G recommended that the recording of knowledge in digital format (explicit knowledge
(cf. 2.5.2.1; 2.7.1) is necessary to ensure availability and that such knowledge can be applied in

real-time:

(G) “But ja, the truth to this is the recommendation is uhm knowledge within an organisation
needs to be digitised. Uhm because it’s the only way that we can really keep track of

organisational performance, where if you have all of this information digitally available
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then, then you can actually come to a point where you have data-driven decision-making,

and, and, its literally available in ja, in real time”.

Participants H and | recommended the recording and capturing of knowledge in the [quality

management system] QMS for standardisation of processes:

(H) “HRD practitioners need to see it [knowledge] as a very, as a valuable component of the
QMS”.
0] “We don't have a proper QMS [quality management system] in place, and then uhm even

when | say we are designing, we are producing this learning material, but we don’t have
proper and approved, you know, processes to guide us”. “So, we need to have, you know,
proper processes uhm, we must follow, you know”. “You know, there’s no standardisation,
there’s lack of standardisation, and another thing is we don’t have, we do have processes
in place, but they are not followed correctly. So, another thing that | realised that uhm, I'm

not sure if this is part of ... of ... of ... of ... of your topic is that uh.”
45.1.2 HRD should be situated on strategic level

Participants recommend that HRD should be situated on strategic level to effectively drive KM. In
this regard, Alagaraja (2013:118) and Gubbins et al. (2018:2-3) state that the goal of HRD is to
be strategically involved in the business by leveraging employee-related abilities, knowledge, and
skills. Five of the participants stated that their organisations’ focus is on the ‘bottom line”.
However, participants felt that the return on investment and compliance should rather focus on
the value that training, development, and knowledge add to the organisation. To realise the
aforementioned, and to ensure effective KM, participants recommended that HRD should be

situated on strategic level in organisations. The following statements attest to this:

(D) “HRD is not taken ... seriously in many organisations, and they’re supposed to be at the
forefront to drive this agenda [knowledge management] forward, ja, to drive this agenda

forward.”

(E) “You know, | think if HRD can have a person in the chair there on the strategic level, then
that person can enforce uh ... uh ... uh uhm change within the organisation. Then uhm
they don’t have to worry about the bottom line or the return on investment, because
obviously if the training and development is effective and the members come back to the
unit, they will obviously have that enthusiasm to apply whatever they have learned. And
that will also ... (uh ... uh ... uh ... hmm (sigh) ... uh, the English is leaving me now) it will
enhance the effectiveness of the organisation.”
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(3] “... but if it’s just send them to training for the sake of training, and it’s not adding value to
the department, but we are spending money. It’s quite difficult to manage that. It’s like
sometimes, it’s like pushing the numbers, because with our reporting you will find that it’s
huge. We have so many people who have attended training. We have spent so much
money, but performance, it's not improving Ja, again, | think what we need to do is to
empower the line managers. What is the training all about? And it’s quite difficult, to ... to
do that. We do it to a certain level, because HRD is not put at the strategic level, you know,
we report to HRM. And HRM they can’t really represent us. You don’t get an opportunity
to go [and] showcase [what] you know. This is what is happening, this is why we do it. For
them its compliance. That’s how it will be recognised and be able to make a better input —

or a strategic decision.”

(@) “HRD should be involved uhm where they actually have a say in what’s happening and
how things can be implemented”.

(K) “Organisations should view HRD as a strategic business partner, because that way HRD
would be inclusive, or rather organisational strategies will be inclusive of human resource
development strategies, and the HRD will not focus on the training aspect, but it will focus
on the knowledge management aspect, the quality management aspect and so forth ...

Uhm they should be the custodians of that process.”

45.1.3 Opportunities for sharing knowledge should be created
(cf. 2.7.2;2.8.1; 2.8.2; 2.9.2.2; 2.9.2.3; 2.9.2.4)

Participants recommended that opportunities should be created to share and transfer knowledge.
This is in line with the literature, which states that knowledge sharing is a people-to-people
process (Masic¢ et al., 2017:134-135; Dixon, 2018:21; cf. 2.8.1), and that HRD should create
structures for people to share their knowledge (Cho et al., 2009:264; cf. 1.3.2). Knowledge sharing
and transfer occur via various means, such as communities of practice (CoP’s) (cf. 2.9.2.3;
2.9.2.4), mentoring and coaching (cf. 2.9.2.2), and learning opportunities (cf. 2.9.1; 2.9.3).
Participants also referred to how knowledge should be shared. The following verbatim quotations

attest to this:

© “Consultants who know everything, | would say they have to share their knowledge in in

... In platforms like that.”

Participant C further stated that people with specialist knowledge should share their knowledge.
If these specialists leave the organisation and knowledge has not been shared or transferred, the

knowledge leaves with them:
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© ” | think uh, | would also suggest to avoid situations like the example that | made from this
particular, there’s only this one guy who knows how this particular system is working. To
avoid situations like that, | think the company should make sure that this particular person

uhm teaches others. He must not be the only one who knows this”.

(E) “Uh, | think we should implement uhm mentoring and coaching programmes in our unit,
especially when members are transferred from one section to another section — just to
coach and guide and see if uhm whatever they’ve learned, or their experiences from

previous, uh uhm work sections, if they can apply it correctly.”

(H) “So, there’s no point of having knowledge in your head; you need to be able to put it out
there, to put push it out, to disperse it so that you actually make everybody around you

stronger”.
45.1.4 People should be rewarded for sharing knowledge

Jacobs and Roodt; and Bello and Oyekunle (cited by Shabane 2017:160) maintain that knowledge
sharing should be rewarded. Govender et al. (2018:6) also maintain that “proper reward systems
encourage knowledge exchange” [sharing (cf. 2.8.1]. In line with the aforementioned statements,

two participants recommended that people who share knowledge should be rewarded:

(B) “With regard to those who are giving knowledge to other people uh ... uh, I will recommend

some incentive, Mrs Smith, to say that if you are sharing something with others”.

Participant D referred to providing employees with formal qualifications as reward for being
confident in sharing their experience and tacit knowledge with others when he/she provided the

following quote:

(D) “If this guy is now comfortable enough to share his knowledge because he knows,
regardless of what, he cannot, he cannot be replaced with anyone since he has already

got his qualification”.

4.5.2 Main category 2: Human resource development should be involved in knowledge
management and related activities
(cf. 1.3.2; 2.10.1; 2.10.1.1)

Involvement means “the act of taking part in something” (Hornsby et al., 2015:806). Participants
recommended that HRD should be involved (or partake) in KM and related activities, such as
knowledge sharing (cf. 2.8.1), knowledge transfer (cf. 2.8.2), knowledge acquisition (cf. 2.8.4) and
knowledge capture (cf. 2.8.6).
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Table 4-9 Human resource development should be involved in knowledge management

and related activities (cf 1.3.2)

MAIN CATEGORY Human resource N=12
development should be
involved in knowledge
management and related
activities

Subcategories Human resource 5
development’s involvement
in knowledge management
Human resource 4
development’s involvement
in knowledge management
activities

The main category, human resource development’s involvement in knowledge management and

related activities is based on the following subcategories and verbatim quotations contained in it:

4.5.2.1 Human resource development’s involvement in knowledge management
(cf. 1.3.2; 2.10.1)

Many authors (McGoldrick et al., 2002; Blankenship & Ruona, 2009; Cho et al., 2009; Mankin,
2009; McGuire, 2014; Ardichvili, 2017; Caruso, 2017) believe that HRD has a noteworthy
involvement in KM (cf. 1.3.2; 2.10.1). Five participants similarly referred to the importance of
HRD’s involvement in KM using phrases such as ‘I believe that QE [quality enhancement]
managers/coordinators [HRD professionals] should be involved in KM”; “it must be in full”;
“definitely”; “I believe that HRD should be involved”, and ‘| think that HRD should be involved”.

The following verbatim quotations attest to this:

(A) “I believe that QE managers/coordinators (HRD practitioners) should be involved in KM
and related activities in the [quality management, quality enhancement, human resource
development] QM/QE/HRD environment.”

(B) “It must be in in in full [involvement]. | believe that 100%.”
(@) “Definitely, but uhm HRD should be involved.”
(K) “l believe that HRD should be involved in knowledge management.”

L) “Eh, it think ... uh | think HRD should be involve with KM. “HRD should be involved with
knowledge management because eh people will need to improve their learning and their
ability to stay ahead of the competition and to face challenges in the world, you see. And

people will be able to solve problems and make eh, eh, eh better decisions.”
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4.5.2.2 Human resource development’s involvement in knowledge management
activities
(cf. 2.6; 2.8.1)

The knowledge management activities include knowledge sharing, knowledge transfer,
knowledge creation, knowledge acquisition, knowledge application, knowledge capture,
knowledge storage (cf. 2.8.1 --2.8.8). Participants recommended that HRD should be involved in
the following knowledge management activities, namely knowledge sharing (cf. 2.8.1), knowledge

transfer (cf. 2.8.2), knowledge acquisition (cf. 2.8.4), and knowledge capture (cf. 2.8.6).

One participant (A) indicated that HRD should be involved in the KM activities of knowledge

acquisition and knowledge transfer to ensure that staff is equipped for optimal performance:

(A) “To make sure, through the right KM tasks and activities, that knowledge acquisition and

transfer methods are used to equip staff effectively to perform their tasks optimally.”

Participant G added that HRD should be proactive in knowledge transfer and not waiting for

problems to occur before knowledge is transferred:

(G)  “Reactive, instead of being proactive. Take what is currently happening and disseminating
[transfer] that information instead of waiting to, for a problem to occur, to determine what’s

the knowledge uhm component of that.”

Participant A stated that HRD should be involved in knowledge sharing with information
technology playing a major role therein:

(A) “Knowledge sharing in the working environment should be clearly understood and applied
in the most effective way possible. Information technology will play a major role, but as
Gourlay (cited by Carbery, 2015:92) has rightly mentioned that high-value-added-
knowledge (tacit knowledge) is very difficult to share using an information technology

approach.”

The same participant (B) also indicated that HRD should record or capture the knowledge after a

training session:

(B) “Whenever we are delivering this, we need to record our session that tomorrow one can
go back and, and reflect on those sessions, because at the end of the day you might be

in a good session, but you find that you did not even capture everything”.

Next, a summary of the themes that emerged from this study, with the main categories and

subcategories of each, will be provided.
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THEME 1: HUMAN RESOURCE DEVELOPMENT PROFESSIONALS’ PERCEPTIONS
REGARDING KNOWLEDGE MANAGEMENT

MAIN CATEGORY 1: Understanding the term knowledge management
Managing knowledge for individual and organisational benefit

Having people with the right knowledge at the right time

The application, practice, and implementation of knowledge

A system where knowledge is recorded and available

THEME 2: APPLICATION OF KNOWLEDGE MANAGEMENT (AND RELATED ACTIVITIES) IN
A HUMAN RESOURCE DEVELOPMENT CONTEXT

MAIN CATEGORY 1: Knowledge sharing and transfer
Platforms for knowledge sharing — communities of practice
Learning facilitation and classroom training

Transfer of knowledge to the workplace

Coaching and mentoring

Through written means (explicit knowledge)

MAIN CATEGORY 2: Knowledge creation
Development of new procedures and processes
Development of new training material

Combining new knowledge with existing knowledge
MAIN CATEGORY 3: Knowledge acquisition

Training materials, curriculums, assessment procedures
Research and reading

Asking questions

Attending workshops and HRD interventions

Through observations and peer reviews

MAIN CATEGORY 4: Knowledge application

Applying acquired knowledge in the workplace

Learner evaluation and assessment
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Implementation of knowledge by demonstrating the acquired knowledge
Mentoring and coaching

Knowledge not always applied in the work environment

MAIN CATEGORY 5: Knowledge capture and knowledge storage
Methods of knowledge capturing or storage

THEME 3: HUMAN RESOURCE DEVELOPMENT'S ROLES RELATED TO KNOWLEDGE
MANAGEMENT IN A SOUTH AFRICAN CONTEXT

MAIN CATEGORY: 1 Roles of human resource development professionals
Assessors and moderators

Learning facilitators

Quality coordinators and compliance managers

Training material designers and developers

Skills development facilitators

THEME 4: PARTICIPANTS PROVIDED RECOMMENDATIONS REGARDING THE
APPLICATION OF KNOWLEDGE MANAGEMENT WITHIN A HUMAN RESOURCE
DEVELOPMENT CONTEXT

MAIN CATEGORY 1: Recommendations regarding the application of knowledge management

within a human resource development context

Knowledge should be captured and stored in systems and processes
HRD should be situated on strategic level

Opportunities for sharing knowledge should be created

People should be rewarded for sharing knowledge

MAIN CATEGORY 2: Human resource development should be involved in knowledge

management and related activities
Human resource development’s involvement in knowledge management

Human resource development’s involvement in knowledge management activities
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4.6 CHAPTER SUMMARY

In chapter four (4), the findings from the analysed data collected during the twelve semi-structured
interviews were presented. Four themes, nine main categories, and 34 subcategories were

identified and presented.

The findings revealed that most of the participants understood KM, in line with the literature. This

may be due to participants’ exposure to KM in the HRD curriculum that they have completed.

The findings furthermore revealed that participants apply KM through all knowledge management
activities within an HRD context in practice. More specifically, knowledge sharing and knowledge
transfer were applied via platforms, such as communities of practice (CoPs), learning programme
facilitation and training, transfer of knowledge from intervention to workplace, coaching and
mentoring, and via written (or audio-visual) means (explicit knowledge) such as pamphlets and
videos.

Participants created knowledge through the development of new procedures and processes,
development of new training material, and by combining new knowledge with existing knowledge.
Although participants did not refer to knowledge creation per se, it was evident from the quotations
that they indeed applied knowledge creation.

Participants also applied knowledge acquisition. Knowledge was acquired by means of training
materials, curriculums, assessment procedures, observations, and peer reviews. Knowledge was
also acquired by attending workshops and HRD interventions through research and reading and
by asking questions to assist them in their HRD context. Although participants indicated how they
themselves acquired knowledge, they did not refer to (as expected from them as facilitators) how
their learners or trainees acquired knowledge. They also did not make the link that knowledge

acquisition in their context equates to learning.

Participants also applied knowledge by implementing and demonstrating acquired knowledge in
an HRD context. This was done through learner evaluation assessment, mentoring, and

coaching. A concern was however raised that knowledge is not always applied in the workplace.

Participants capture and store knowledge (knowledge capture and knowledge storage) by writing
improvement plans, policies, and procedures, and by capturing and storing processes such as

SOPs and QMSs. Videos were also used to capture and store knowledge for continual use.

Participants indicated that they perform the following roles in an HRD context, namely assessors,
moderators, learning facilitators, quality coordinators, compliance managers, training material

designers and developers, and skills development facilitators. In their roles as assessors and
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moderators, participants are involved with knowledge application when dealing with mentoring
and coaching, and learner evaluation and assessment, which include demonstrations, and
keeping logbooks of performance. As assessors and moderators, HRD professionals acquire
knowledge by using training materials, curriculums, assessment procedures, observations, and
peer reviews. As learning facilitators, participants indicated the application of knowledge sharing
and knowledge transfer when facilitating learning interventions and classroom training.
Knowledge creation is applied in their roles as learning facilitators when developing and
enhancing new procedures and processes. As learning facilitators, participants further attend
workshops and HRD interventions where they acquire knowledge. Participants also help others
to acquire knowledge by learner evaluation and assessment. Although participants help others
(learners/trainees) to acquire knowledge during learning interventions none of the participants
mentioned how they as facilitators assist their learners to acquire knowledge.

In their roles as quality coordinators and compliance managers, participants are involved in
knowledge sharing (discussing compliance matters); knowledge creation (enhancing and
reviewing quality manuals); knowledge application (producing quality manuals); and knowledge
capture (documenting knowledge in policies and procedures). As training material designers and
developers, participants share and create knowledge when developing new training materials and
during involvement in CoPs. Although participants indicated that they have to fulfil a variety of
roles, including that of skills development facilitator (SDF), one participant indicated that SDF is
his/her only role. As skills development facilitators, participants apply knowledge transfer written
in the form of training reports, for example the workplace skills plan (WSP), which must be
captured and stored on the organisational repository. However, the capturing of the WSP merely
entails capturing information, and not knowledge (cf. 2.5 the difference between knowledge and
information). To turn the information into knowledge, SDFs have to use their experience to
interpret the information so that it becomes knowledge. Once information becomes knowledge, it

can be captured in the WSP. SDFs also store knowledge in the organisational repository.

Consistent with human capital theory (HCT) (cf. 2.3.1), which indicates that investment in
knowledge and skills of employees has derived benefits, participants indicated that they provide
learning opportunities such as learning facilitation where knowledge is acquired, shared, created,
and transferred. Opportunities (for investing in knowledge and skills) were also created in the form
of coaching, mentoring, and assessments to facilitate the application of acquired knowledge in

the workplace.

In line with knowledge-based theory (KBT) (cf. 2.3.2) a great deal of knowledge upon which

superior performance in practice is based, is tacit (Smith, cited by Gubbins & Dooley, 2021:1).

Although participants did not specifically refer to the use of tacit knowledge, they indicated that
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they use knowledge through skills development. The latter is, in fact, tacit knowledge because
the knowledge referred to is expert knowledge needed to apply skills development. In addition,
participants also applied interventions such as workshops, conferences, project teams, coaching

and mentoring. In all the aforementioned, participants gain, apply, and share tacit knowledge.

In line with knowledge creation theory (KCT) (cf. 2.3.3), participants indicated that they are
involved in CoPs. CoPs usually include experts and are valuable in organisations to share tacit
(expert) knowledge. However, participants also indicated that in some organisations, expert
knowledge is not always shared. To retain (tacit) knowledge, participants recommended that
knowledge should be captured (tacit knowledge, cf. 2.4.2.2). Once expert knowledge is shared,
it becomes explicit. In an HRD context, tacit knowledge could be made explicit (cf. 2.7.1) in the
form of new processes, procedures, and products — for example, new policies, standing operating
procedures, quality manuals, and training materials for application and future use. As discussed
above, as participants apply all the KM activities, they also use the SECI model, which involves
sharing (socialisation), capture and transfer (externalisation), creation, capture, and
storage(combination), and application (internalisation) (cf. 2.3.3; 2.7) — even though they did not
refer to the SECI model.

It also became evident from the findings that even though knowledge management is not
mentioned per se in the OFO (cf. 2.10.1.1, DHET, 2019) that participants apply knowledge
management and related activities in practice within an HRD South African context. The findings
are in line with the most recent ATD Talent Management Capability Model (2020) (cf. 2.10.1),
which indicates that knowledge management is indeed a core capability for HRD professionals to

ensure learning and performance in organisations.

The aforementioned findings will be discussed in more detail in chapter 5 together with limitations

of this study, conclusions, and recommendations.
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CHAPTER 5 DATA ANALYSIS, INTERPRETATION OF FINDINGS, AND
SYNTHESIS OF THE DATA

5.1 INTRODUCTION

In this final chapter, a summary of previous chapters will be provided. Thereafter, the research
guestions will be answered beneath the findings (cf. 5.3). The recommendations resulting from
the findings, recommendations for future research (cf. 5.4), together with the limitations of the

study (cf. 5.5) will be provided.
5.2 SUMMARY OF THE CHAPTERS

Chapter 1 provided the background to this study, the purpose and problem statement, as well as
the research questions and research objectives. It was argued that both the knowledge economy
and the COVID-19 pandemic have contributed to constant changes in organisations that require
innovation and development of new knowledge (cf. 1.2).

As learning “creates, adapts, enlarges and deepens knowledge” (Raelin, cited by Cho et al.,
2009:263), it was pointed out that learning is crucial to address challenges such as innovation
and development of new knowledge (a characteristic of the knowledge economy), and to ensure
organisational success and competitive advantage. Therefore, in agreement with several authors
(Mc Goldrick et al., 2002; Blankenship & Ruona, 2009; Cho et al., 2009, Mankin, 2009; McGuire,
2014; Ardichvili, 2017; Caruso, 2017), human resource development (HRD) and HRD
professionals have a substantial role to play in knowledge management (KM). Moreover, HRD
professionals are essential to ensure the transfer of competencies and knowledge (Tomé,
2011:529; Gautam, 2020), the nurturing of knowledge (Mankin, 2009: 319-320) and knowledge
management (KM) per se (cf. 1.3.2).

Nevertheless, it was argued that the role of HRD in KM and its associated activities (knowledge
sharing, knowledge transfer, knowledge creation, knowledge acquisition, knowledge application,
knowledge capture and knowledge storage) is not yet clear. Although several authors (as
indicated above) and various HRD textbooks maintain that HRD has a role to play in KM (cf.
1.3.2), a review of the body of scholarship revealed that a limited number of empirical studies
have been conducted on HRD’s involvement in KM and KM activities, both internationally and
nationally (cf. 1.4). Besides, most national, and international studies on KM were conducted in
other contexts, for example HRM, and not HRD, and those international studies on HRD and KM

that do exist, were mostly literature reviews (cf. 1.4). Therefore, this study, whereby the
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application of KM was explored within a South African HRD context, addressed the

aforementioned gaps in research.

Furthermore, Tomé (2012:95) contended that in order to inform KM as a science, it is necessary
that scholars from other disciplines, that include HRD, analyse knowledge and KM. As this study
provides an understanding of knowledge and KM from an HRD perspective, it contributes an
alternative perspective and thus also contributes theoretically to the science of knowledge and
KM. As previous studies on KM within an HRD context are scarce, definitions of both KM and
HRD were framed for this study (cf. 1.4.1; 1.10.1; 2.6.3). The South African HRD context was
contextualised in chapter 1 and important concepts in the study, including HRD professionals
(with their roles and tasks), were described.

In chapter 2, a literature study was conducted. This literature study commenced with a discussion
on the evolution and background of KM and HRD. An interesting observation was made that both
KM and HRD simultaneously evolved over the past three decades (cf. 2.2). The literature study
further explored the three underpinning theories of KM (cf. 2.3; 2.3.1-2.3.3), namely human
capital theory (HCT), knowledge-based theory (KBT), and knowledge creation theory (KCT).

Applicable KM models (the knowledge spiral model, the model for building and using knowledge,
the organisational epistemology model, Choo sense-making model, and the KM process models)
were also introduced (cf. 2.4; 2.4.1-2.4.5). KM-related concepts such as data, information, and
knowledge, Bloom’s taxonomy, as well as the types of knowledge (explicit and tacit) (cf. 2.5; 2.5.1;
2.5.2) were discussed (and differentiated). Similar to HRD, there is no universally accepted
definition for KM. The various KM definitions that relate to HRD were discussed (and categorised)
in terms of three perspectives, namely the learning and performance perspective, an integrated
perspective, and Western versus Eastern perspectives to coin a definition for KM in an HRD
context (cf. 2.6; 2.6.1-2.6.3).

Additionally, in chapter 2, organisational KM approaches, namely codification and personalisation
(and an integration of the two) were also alluded to (cf. 2.7; 2.7.1; 2.7.2; 2.7.3), whereafter the
KM cycle and related KM activities included in this cycle were discussed. The KM activities,
namely knowledge sharing, knowledge transfer, knowledge creation, knowledge acquisition,
knowledge application, knowledge capture and knowledge storage (cf. 2.8; 2.8.1-2.8.8) were

differentiated and elaborated upon with examples in HRD context.

The link between KM, learning, and HRD was also explored. The terms learning, organisational
learning, and learning interventions (classroom training and facilitation; coaching and mentoring;

CoPs and VCoPs, cf. 2.9; 2.9.1-2.9.3) were discussed. In conclusion, the functions, and roles of
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HRD professionals in KM, from both international and national (South African) perspectives, were
introduced (cf. 2.10; 2.10.1; 2.10.1.1).

In chapter 3, the theory related to the research design and methodology applicable to the study
were described. The research approach followed for conducting this study, namely qualitative
research, was discussed (cf. 3.3). The rationale for utilising a qualitative approach, which is, to
explore the meaning from the view of the participants was also discussed (cf. 3.3). Qualitative
research is underpinned by interpretivism. Interpretivism was chosen to allow participants to
create meaning and understanding of KM within their HRD context (cf. 3.3.2). Interpretivism
allowed for the understanding and perspectives of participants concerning the application of
knowledge management within a South African HRD context to be explored.

The chosen research strategy, namely basic qualitative research, together with the rationale for
using this strategy was discussed in chapter 3 (cf. 3.4). Basic qualitative research rather than
phenomenology was chosen to focus on the meaning participants ascribe to processes,
experience, and practices regarding the phenomenon.

The research setting for this study was the only South African university where an undergraduate
degree in HRD is offered. Enrolled students with least three years’ work experience in the HRD
environment were invited to take part in this study (cf. 3.5.1). Therefore, purposive sampling, in
particular expert sampling (cf. 3.5.2), was used to invite experts in their field of HRD to be subjects

(of purposive sampling).

Forty-one HRD professionals (HRD students) were invited of which 12 decided to participate in
this study. Data was collected by conducting semi-structured interviews (cf. 3.4; 3.5.3) to focus
on the use of words and processes in the day-to-day settings of HRD professionals. During the
interviews, field notes were captured, including observations such as body language, stuttering
and long pauses to pick up on meanings and that which was not communicated in words. The
recorded semi-structured interviews (cf. 3.5.4) were transcribed verbatim (cf. 3.5.5). Coding (both
emerging and priori coding) of the transcribed data was categorised into themes (cf. 3.5.5).
Thematic analysis (using themes and patterns) was used to analyse the data (cf. 3.5.5).
Strategies that were used to ensure data quality and rigour included accurate verbatim quotations
that were checked by participants to ensure accuracy. The data was also corroborated with the
literature and peer reviewed (cf. 3.5.7). Prior to the empirical research, ethical clearance had to
be obtained that scrutinised each aspect of the study (cf. 3.5.9; Annexures A, C). Accordingly, a
rigorous ethical process (cf. 3.5.9) was followed to ensure ethical conduct during all stages of this

study.
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In chapter 4, the data collected from the 12 individual, semi-structured interviews (cf. 3.9.4) was
analysed, interpreted, and presented. Verbatim quotations of participants were categorised and
presented in four themes, nine main categories, and 34 subcategories (cf. 4.1.). Participants were
each assigned an alphabetic letter from A to K to protect their identity (cf. 3.5.9). The findings
resulting from chapter 4 will be discussed in more detail beneath applicable research questions

in the findings section (cf. 5.3).
5.3 DISCUSSION OF FINDINGS

This study set out to explore the application of knowledge management within a South African
human resource development context. Findings will be presented next by answering each

research question.

5.3.1 How are knowledge management and related terms conceptualised in the

literature?

The first research question, namely “how are knowledge management and related terms
conceptualised in the literature?” was answered. This research question was answered in chapter
2 of this study that commenced with a discussion on the background and evolution of HRD, and
KM (cf. 2.2). Similarities between the evolution of HRD and KM were illustrated in table format
(cf. Table 2-1). It was pointed out that both KM and HRD developed immensely during the last
three decades. An interesting observation was made that both fields KM and HRD evolved
simultaneously during the past three decades. For example, the focus of HRD shifted from
learning on an individual level to include learning on individual, group, and organisational levels
while the focus of KM shifted from document and information management to socialisation and
collective knowledge (cf. 2.2). Both KM and HRD initially started out with training — particularly
individual training — as focus, and they have evolved since then to focus more on group learning
and collaboration in the second phase. In the third phase of the evolution of KM and HRD, the

inclusion of technology to improve performance is evident in both fields.

Three theories, HCT, KBT, and KCT (cf. 2.3.1; 2.3.2; 2.3.3) and five models (cf. 2.4.1; 2.4.2; 2.4.3,;
2.4.4; 2.4.5) were identified as applicable to this study, and discussed. KM and related concepts
were alluded to (cf. 2.5), and the difference between knowledge and information was pointed out
(cf. 2.5.1). It was indicated that knowledge is neither data nor information. Rather, knowledge is
a product of data and information (cf. 2.5.1) that includes practical skill. It was further argued that
HRD professionals need to be aware of the differences between knowledge and information to
ensure that learners/trainees can apply knowledge. In this regard, the relevance of Bloom’s

taxonomy was also alluded to in order to motivate that HRD professionals must ensure that

115



employees (learners/trainees) understand, reason, and apply information during training and
learning to ensure that information is converted into knowledge (cf. 2.5.1). Two types of
knowledge, namely tacit and explicit knowledge, were distinguished (cf. 2.5.2; 2.5.2.1; 2.5.2.2). It
was indicated that tacit knowledge is the skill and experience accumulated as a result of “learning
by doing” and explicit knowledge is the factual knowledge in tangible form that can be stored,

transferred, distributed, and accessed.

Although KM is viewed from a range of perspectives and disciplines, only those definitions of KM
within an HRD context were included in chapter 2. More specifically, KM definitions could be
categorised in three groups in terms of focus, namely KM definitions from a learning and
performance perspective (cf. 2.6; 2.6.1); integrated system perspective (cf. 2.6.2); and Western
vs Eastern perspectives (cf. 2.6.3). Although one would intuitively align HRD with the KM
definitions from a learning and performance perspective, it was argued that HRD should consider
all three (above mentioned) perspectives of KM to ensure optimal development of knowledge
(explicit and tacit) for individuals, groups, and organisational performance by providing learning

and collaboration interventions.

The approaches that organisations can use to implement KM were also discussed (cf. 2.7.1;
2.7.2). Organisations may opt to use either a codification approach (where the focus is on utilising
explicit knowledge) from repositories, cf. 2.5.2; 2.5.2.1) or a personalisation approach where the
focus is on tacit knowledge (cf. 2.5.2; 2.5.2.2) and whereby people share knowledge during
collaboration and interaction (cf. 2.6; 2.7.1; 2.7.2; 2.7.3; 2.8.1). It was, however, suggested that a
blend between the codification and personalisation approaches (hybrid approach), determined by
organisational needs, should be used for optimum results (cf. 2.7.3). The KM cycle and the KM
activities (knowledge sharing, knowledge transfer, knowledge creation, knowledge acquisition,
knowledge application, knowledge capture, and knowledge storage) were distinguished and the
applicability of each within an HRD context highlighted with examples (cf. 2.8; 2.8.1; 2.8.2; 2.8.3;
2.8.4; 28.5; 2.8.6; 2.8.8; 2.8.8). For example, it was argued that knowledge sharing is a people-
to-people process only, while knowledge transfer is the movement of facts (knowledge); and the
dissemination and integration of knowledge from people-to-people or people-to-content.
Knowledge creation is the KM activity that occurs when new and existing knowledge are
combined. Knowledge acquisition is considered to take place during learning and can be acquired
internally (inside the organisation) or externally to the organisation. Knowledge capture is the KM
activity that occurs when tacit knowledge is converted into explicit form to enable the storage
(retention) of such explicit knowledge (knowledge storage) in organisational repositories or
systems for easy access to all employees. Knowledge application is the practice of knowledge,

thus learning by doing. It was argued that HRD should ensure that learners can apply knowledge
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acquired through learning interventions to realise return on investment (ROI). While all KM
activities overlap, all the KM activities in the KM cycle should be part of the organisational learning
cycle to ensure organisational success (cf. 2.8.8). Hence, the link between knowledge
management, learning and HRD was discussed and clarified (cf. 2.9). The applicability of the
learning organisation to HRD and KM was determined and motivated. Examples of learning
interventions that are typically used by HRD, to create, share, and utilise knowledge to foster
learning and performance, namely classroom training and facilitation, coaching and mentoring,
communities of practice (CoPs), and virtual communities of practice (VCoPs), were discussed (cf.
2.9.3cf. 2.9.3.1; 2.9.3.2; 2.9.3.3). CoPs, including VCoPs, was highlighted as an important trend
to share informal and tacit learning processes online in organisations. It became evident from the
discussions that HRD professionals in South Africa have a variety of roles and tasks to fulfil (cf.
2.10.1; 2.10.1.1). The roles and tasks of HRD professionals were discussed from an international
(cf. 2.10.1) and national (South African) context (cf. 2.10.1.1). From an international perspective,
the most recent ATD model was used to illuminate the tasks and required capabilities of HRD
professionals. Within a national context, the tasks indicated in the OFO for training and staff
development professionals were used as reference, given that the OFO does not include the term
HRD professionals, as also alluded to and explained in chapter 1 (cf. 1.10.4) where the rationale
was provided for referring to the term HRD professionals in this study (cf. 1.10.4) in line with Botha
and Coetzee (2019:191-192). It was also observed that the ATD includes KM as a required
professional capability for HRD professionals, but that KM was absent from the of tasks of HRD
professionals, or rather training and staff development professionals, referred to in the OFO (cf.
1.10.4).

5.3.2 To what extent, if any, is knowledge management (and related activities) applied
by human resource development professionals in practice within a human

resource development context?

Although HRD professionals’ understanding of KM, did not answer the research question, it is
included here as it emerged from the findings and to ensure all the findings that resulted from

chapter 4 are reported.

Most HRD professionals understood KM to be the management of knowledge for individual and
organisational benefit, which is in line with the literature, that KM is “managing knowledge for
individual and organisational benefit” (Dalkir, 2017:4; Serrat, cited by Girard & Girard, 20015:4)
(cf. 2.5; 4.3.1). HRD professionals further understood KM to be “having the right knowledge in the
right place at the right time” which was word for word in line with the definitions of O’Dell and
Grayson 1998 and Carbery, 2015:90) (cf. 2.6; 4.3.1) In this regard, O'Dell and Grayson (1998),
and Carbery (2015:90) define KM as “a deliberate strategy of “getting the right knowledge to the
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right people at the right time” so that these people can apply this knowledge to achieve improved
performance (cf. 1.10.1; 2.6). The reason why HRD professionals could provide a textbook
definition for KM, is due to the fact that they were exposed to KM in the HRD curriculum during

their undergraduate studies.

HRD professionals also understood KM to be the application, practice, and implementation of
knowledge and as a system where knowledge is recorded and available This finding also concurs
with O’Dell and Grayson (1998) (cf. 2.5; 2.5.1; 4.3.1) who indicate that KM is the practice and
implementation of knowledge put into action, while some HRD professionals also understood KM

to be the application of knowledge, previously indicated by Dalkir (2017:4; cf. 2.5; 2.5.1; 4.3.1).

HRD professionals understood KM to be systems where knowledge is recorded, documented,
and stored (cf. 4.3.1). This is also in line with the literature (King, cited by Girard & Girard, 2015:4;
Dalkir, 2017:4), which indicates, in this regard, that KM is the coordination of a system via activities
such as creation, knowledge sharing and knowledge application, capturing valuable lessons
learned (as new knowledge) to foster continued organisational learning, storing these lessons

learned in corporate memory.

It further transpired that HRD professionals referred to KM as equipping people with everything
they need to know. None of the definitions of KM in the literature, however, refers to equipping
people with what they need to know (cf. 4.2.1; 4.5.2). This understanding of HRD professionals’
is therefore not in line with the literature as none of the authors (in the literature) refer to “equip”.
The closest words used that concur with “equip” are statements by O’Dell & Grayson (1998) that
refer to “getting” (cf. 2.5) the right knowledge to the people to perform and Jacobs (2014:34)
“enhancing people’s capacities” (cf. 1.10.2; 4.2.1).

It transpired from the evidence that HRD professionals apply the following knowledge

management activities in an HRD context:

HRD professionals applied knowledge creation when they are involved with innovation, day-by-
day engagement, and review processes where new procedures, training materials, and quality
improvement manuals are developed by combining new and existing knowledge. In this regard,
Tomé (2012:94) claims that the creation of knowledge takes place when people collaborate
[engagement]. Farnese et al. (2019) concur that training processes, and the transfer thereof into
organisational practices, are supported by knowledge creation. Knowledge is also created by
combining new knowledge with existing knowledge (Brix 2017, 112; Ramadan et al., 2017:442;

KMT, 2018c). Therefore, as people collaborate and share, new knowledge is created, and
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innovation occurs, which can be used to create new products such as training materials and

training and quality manuals.

Knowledge acquisition, as indicated by HRD professionals, occurs when they (HRD
professionals) acquire knowledge by means of training materials, curriculums, assessment
procedures; research and reading; asking questions; attending workshops and HRD
interventions; and through observations and peer-to-peer reviews (cf. 4.3.3). In this regard, the
literature similarly indicates that knowledge acquisition involves finding knowledge from both
inside the organisation and externally (Rusly et al., 2015:1205; Brix, 2017:115). Thus, training
materials, curriculums, assessment procedures; research and reading; asking questions;
attending workshops and HRD interventions; observations and peer-to-peer reviews can either
be acquired internally or externally. Moreover, HRD professionals (as learning facilitators that
provide learning to their learners or trainees) did not refer to how their learners or trainees
acquired knowledge. However, the literature refers to knowledge acquisition as learning (Liew,
2013:51; Carbery, 2015:5, and Erasmus et al. (2019:98).

HRD professionals indicated that knowledge sharing does occurs via communities of practice
(CoPs) and platforms where best practices, benchmarking, and compliance can be shared and
discussed. Further to this, HRD professionals indicated that the use of knowledge transfer occurs
via learning facilitation, classroom training, coaching, and mentoring and written (or audio-visual)
(explicit means) in the form of videos and pamphlets. In this regard, Cho et al. 2009:264) state
that HRD should create social structures or learning communities, such as CoPs, for knowledge
sharing. Shabane (2017:158) also indicate that knowledge sharing is applied via coaching and
mentoring, while Gangeswatri et al. (2016:664) indicate that knowledge transfer occurs via written
means (cf. 4.3.1; 2.8.1; 2.8.2).

HRD professionals used the terms knowledge sharing and knowledge transfer interchangeably.
This was evident when they indicated that they share knowledge when facilitating in a classroom
situation and via written modules, instead of using the term knowledge transfer (cf. 4.3.1). In this
regard, Ardichvili (2017:195) also indicates that the terms knowledge sharing and knowledge

transfer is often used interchangeably in the literature.

HRD professionals viewed knowledge transfer as taking the knowledge obtained from the
learning intervention and applying this knowledge and skills in the workplace. In this regard, the
literature similarly refers to knowledge transfer as the movement of knowledge from one place to
another (Wang & Noe, 2009:117; Gangeswari et al., 2016:662-661; Ardichvili, 2017:194).
Knowledge transfer also includes knowledge sharing, knowledge acquisition, and knowledge

application. However, what HRD professionals referred to as knowledge transfer is actually
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knowledge application. In this regard, knowledge application is described in the literature as the

actual use and practice of knowledge (Evans et al., 2014:88; Dalkir, 2017:217).

HRD professionals stated that knowledge application occurs when acquired knowledge is applied
in the workplace, when they produce products such as quality manuals, and when they transform
the organisation for innovation. In this regard, Evans et al. (2014:88) and Dalkir (2017:217) state
that knowledge application is the actual use or practice. Ode and Ayavoo (2019:209) state that
knowledge application is necessary to transform the organisation (cf. 4.3.4). HRD professionals
further indicated that application of knowledge occurs in their context through learner evaluation
and assessment to provide evidence of what learners can do (apply) by demonstrating the
acquired knowledge through evaluation and assessments, logbooks, simulations, discussions,
and work-integrated learning; In this regard, Meyer et al. (2017:247) refer to the use of
demonstrations, logbooks, peer and self-assessments, and simulations to assess

learners/trainees.

In addition, HRD professionals indicated that knowledge is also applied in mentoring and coaching
(cf. 4.3.4). Fagan (2017:46) confirms that mentoring and coaching have the potential to transfer
knowledge and skill to the workplace. HRD professionals also indicated that knowledge is not
always applied in the work environment — a statement that is confirmed by Raliphada et al.
(2014:743) in their study (conducted in the South African Public Service).

HRD professionals indicated that they capture knowledge in tangible form when they are involved
in compiling improvement plans, policies, standard operating procedures, and quality
management systems (QMSs), and by making videos from engagement and innovation. The
literature (Magalhdes, 2015; Malamed, 2020; cf. 4.3.5) similarly refers to dealing with customer
complaints, procedures to simplify a job, journals, storytelling, and lessons learned as ways to
capture knowledge. It appears from the data that HRD professionals perceive these KM activities
(knowledge capture and knowledge storage) as one concept when they indicate that knowledge
is recorded, therefore understanding recording (in organisational memory) as both knowledge
capture and knowledge storage. However, the literature indicates that knowledge capture and
knowledge storage are two different, overlapping activities (Dalkir, 2017:60), although both
contribute to knowledge retention (Aggestam et al., 2014:560; National Academies of Sciences,
Engineering and Medicine, 2017). Moreover, HRD professionals alluded to the struggle to obtain
knowledge that they needed when they started working as new employees. Pandey (2016:37, cf.
4.3.5) indicated, in this regard, that knowledge storage should be easily accessible, retrieved or
located. One HRD professional also clearly distinguished between knowledge and information in

reference to knowledge storage. This finding is in line with Patel and Jain (2018:542), and Fricke
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(2018:34) who also differentiated between information and knowledge by stating that knowledge

is not information, but that information leads to knowledge.

What is interesting is that HRD professionals in their recommendations (cf. 4.5.1) indicated the
importance of two specific activities, namely knowledge capture and knowledge sharing.
Therefore, seems that HRD professionals view these two activities (knowledge capture and

knowledge sharing) as the most important KM activities in HRD.

5.3.3 Whatroles, if any, do human resource development professionals fulfil

concerning knowledge management in South African organisations?

HRD professionals indicated that in their roles as assessors and moderators they are involved
with knowledge application, in dealing with mentoring and coaching, learner evaluation and
assessment, including demonstrations, and keeping logbooks of performance (cf. 4.3.4). As
assessors and moderators, HRD professionals acquire knowledge in the form of training
materials, curriculums, assessment procedures, observations, and peer reviews (cf. 4.3.3). This
is in line with the literature findings by Meyer et al. (2017:247) that HRD assessment is a form of
measurement by demonstrations, logbooks, portfolios, practical exercises, questionnaires,
roleplays, self, and peer assessments or simulations to determine knowledge application.

As learning facilitators, HRD professionals applied the following KM activities: knowledge sharing,
knowledge transfer and knowledge acquisition when facilitating learning interventions and
classroom training (cf. 4.3.1; 4.4.1). The role of the learning facilitators, sometimes referred to as
trainers (Meyer & Sloman, 2014:101), is included as part of the HRD professional’s roles (Stuart,
cited by Meyer & Sloman, 2014:101; DHET, 2019).

HRD professionals further indicated that they fulfil roles as quality coordinators and compliance
managers, training material designers and developers, and skills development facilitators (cf.
4.4.1). As quality coordinators and compliance managers they are involved in knowledge sharing
(via platforms such as Sector Education and Training Authority (SETA) and Mining Qualifications
Authority (MQA) and knowledge application (producing quality manuals). HRD professionals are
also involved in knowledge creation when they review processes, quality improvement cycles,
and processes. The DHET (2019) states, in this regard, that quality coordinators and compliance
managers are responsible for the monitoring, evaluation, and verification of the quality and

effectiveness of training and learning interventions.

HRD professionals are also involved with capturing knowledge in policies and processes.
Knowledge sharing and knowledge creation are applied in their roles as training material
designers and developers. As skills development facilitators, they share knowledge, and capture
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and store (explicit) knowledge. In this regard, the OFO (DHET, 2019) and Kiley and Coetzee
(2019:310) indicate that the roles of South African HRD professionals include training, delivering
[facilitation], assessment, moderation, coaching, quality coordination, compliance, skills
development, and training material design and development. The Association for Skills
Development in South Africa (ASDSA) (2021) confirms that the roles of skills development

professionals include facilitators assessors, and moderators.

From the findings discussed above, it became evident that HRD professionals apply that KM and
KM activities (knowledge sharing, knowledge transfer, knowledge creation, knowledge
acquisition, knowledge application, knowledge capture and knowledge storage) in their roles as
assessors, moderators, learning facilitators, quality coordinators, compliance managers, training
material designers and developers and skills development facilitators (SDFs) within a South
African HRD context (cf. 4.4.1).

It was also observed that there appears to be a disparity between the roles of HRD professionals
in practice; that which is indicated in the OFO; and South African training/learning and
development textbooks. More specifically, HRD professionals in South Africa perform a wide
variety of tasks and fulfil various roles, although knowledge management is not mentioned in the
OFO. However, the ATD (2021) includes knowledge management (amongst others) as an
essential professional capability for HRD professionals to foster learning, maximise performance,
and develop employees’ capacity. Therefore, in contrast to the national (South African) OFO and
in line with the international ATD, the findings indicated that KM is applied by HRD professionals

in their roles in South Africa.

5.3.4 What recommendations do human resource development professionals suggest
regarding the application of knowledge management within a human resource

development context?

In this section, the recommendations that HRD professionals provided, will be presented to

answer the last empirical research question.

HRD professionals recommended that knowledge should be recorded in systems and processes
to be retained for easy access. This is in line with the literature by Virkus (2011), The National
Academies of Sciences, Engineering and Medicine (2017:2), and KMT (2018e) that holds that

knowledge should be captured and recorded for retention and easy access.

Another recommendation that HRD professionals made is that HRD should be situated on
strategic level in organisations to drive KM and to add value by not only focussing on the “bottom
line” alone. In this regard, Alagaraja (2013:118) and Gubbins et al. (2018:2-3) similarly indicated
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the importance of HRD to be situated on strategic level to leverage employee-related abilities,

knowledge, and skills.

HRD professionals also recommended that opportunities for knowledge sharing should be
created. In this regard, Wilson (2012:7) indicates that HRD professionals are responsible for
improving individual, group, and organisational effectiveness by developing the knowledge, skills,
and competencies of employees. Therefore, opportunities to share that knowledge and skills in

platforms for sharing (training and CoPs) should be created as indicated by Cho et al. (2009:264).

HRD professionals, furthermore recommended that people should be rewarded for sharing
knowledge. This concurs with the literature (Jacobs & Roodt; Bello & Oyekunle cited by Shabane
2017:160), which contends that knowledge sharing should be rewarded. Govender et al. (2018:6)

adds that “proper reward systems encourage knowledge exchange”.

HRD professionals confirmed that they believe that HRD should be involved in KM (cf. 4.5.1;
4.5.2) This is in line with literature by McGoldrick et al. (2002); Blankenship and Ruona (2009);
Cho et al. (2009); Mankin (2009); McGuire (2014); Ardichvili (2017); and Caruso (2017) who
previously argued that HRD has an important role to play in KM.

HRD professionals added that HRD should be involved, not only in KM, but also in KM activities,
namely knowledge sharing (cf. 2.8.1), knowledge transfer (cf. 2.8.2), knowledge acquisition (cf.
2.8.4), and knowledge capture (cf. 2.8.6). Knowledge creation, knowledge acquisition, and
knowledge storage might have been omitted in the recommendations as HRD professionals may
not know the specific names for the KM activities, although the findings indicated that they also
apply the other knowledge management activities, namely knowledge creation, knowledge

acquisition, and knowledge storage.
5.4 RECOMMENDATIONS

In this section, the researcher will provide recommendations resulting from the research findings

and recommendations for future research.
5.4.1 Recommendations resulting from the findings:
In this section, recommendations applicable to the findings will be provided:

¢ HRD professionals indicated that they apply KM and related activities, however, they did
not identify all the related KM activities by hame. As HRD professionals do apply KM and
related KM activities, they should be informed of all the KM activities, their meanings, and

its use in an HRD context. By being informed and knowledgeable about KM and related
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activities, HRD can ensure improved performance and competitive advantage in
organisations in South Africa. It is therefore recommended that KM in an HRD context
should be included in the Human Resource Development curriculum (cf. 3.5.1).

It transpired from the findings that HRD professionals fulfil a variety of roles (cf. 4.4.1).
However, it was also observed that, the OFO does not classify these roles under the term
HRD professionals but as training and development professionals. Therefore, it is
recommended that the roles of HRD professionals that transpired from this research
inform the OFO as well as South African textbooks, to include their roles as assessors,
moderators, learning facilitators, quality coordinators, compliance managers, training
material designers and developers, and skills development facilitators. It is further
recommended that the roles of HRD professionals are updated in South African textbooks
and HRD curricula to include KM activities related to each role.

An interesting finding was that HRD professionals recommended (cf. 4.6.1) knowledge
capture (cf. 2.8.6) to be used to retain knowledge in systems and processes for easy
access and knowledge sharing to make tacit knowledge explicit for innovation and
improved performance (cf. 2.8.1). It is recommended that both knowledge capture and
knowledge sharing together with the other KM activities (knowledge transfer, knowledge
creation, knowledge acquisition, knowledge storage) be incorporated into the HRD
curriculum to enhance HRD professionals’ knowledge and understanding of KM as it also
became evident that KM and associated activities are part of their roles (cf. 4.4.1).
Strategies and practices that can be utilised when implementing these KM activities in
practice could also be included in the HRD curriculum.

HRD professionals indicated that they should be situated on strategic level to effectively
manage knowledge (cf. 4.5.1). They also indicated that organisations should not only
focus on the bottom line, but on the value that training and development (and knowledge)
can add. Therefore, practice should take note of the important role that HRD and HRD
professionals fulfil regarding KM and associated activities to ensure competitive
advantage. Based on this recommendation, it is recommended that HRD should
preferably be situated on strategic management level in organisations and their
involvement as strategic business partners acknowledged.

It became evident from the literature that no definition of KM in an HRD context exists. In
chapter 1 (cf. 1.10.1) a definition of KM in an HRD context was created for the use of this
study. However, from the literature study in chapter 2 it became clear that none of the
literature on KM or HRD refers to the term “equip” or “equipping” people with the
knowledge that they need to perform optimally. Consequently, it is recommended that KM

in an HRD context, should be defined as follows: “HRD’s management of systematic
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processes, equipping people with and nurturing knowledge to create, share, transfer,
acquire, apply, capture, and store knowledge on individual, group, and organisational
levels to enhance continuous employee and organisational learning and performance that
can be used in an HRD context in practice and to inform the HRD curriculum. This
definition could be included in HRD textbooks to inform academics and professionals of
the tasks and roles that HRD has to fulfil in terms of KM.

¢ Based on the recommendation made by HRD professionals that HRD should be situated
on strategic level of organisations, it is recommended that all HRD professionals equip
themselves with the required knowledge to be able to perform on strategic level of their
organisations to drive KM. If HRD professionals are not educated to perform on a senior
level, such as the strategic level, HRD will not be taken seriously, neither will HRD
professionals be able to make a strategic contribution to add value to organisations.

5.4.2 Recommendations for future research

Prior to this study, no studies concerning the application of KM and KM activities in an HRD
context had been conducted. Therefore, the following recommendations are made for future

research:

e The utilisation of CoPs and types of CoPs by HRD professionals in practice should be
further explored with a focus on knowledge sharing and KM.

e The differences between knowledge sharing, knowledge creation, and knowledge transfer
within South African HRD practice could be investigated, as HRD professionals seem to
use these terms interchangeably.

e As the use of technology is increasing and HRD professionals must deal with training and
development online, KM, KM activities and strategies for implementation used in a
technological, virtual world could be further explored.

e No prior studies that explored interventions and tools utilised by HRD professionals in the
application of various KM activities in a South African context could be found. Therefore,
future studies could investigate the use of these tools and interventions in practice.

o HRD professionals indicated that knowledge acquired in the learning process is not always
applied in practice. Reasons why knowledge is not applied in South African organisations
could be investigated to explore strategies that HRD can utilise to ensure knowledge
application.

e In addition to the previous recommendation (regarding reasons why knowledge is not
applied), further studies can be conducted to explore appropriate reward systems that

HRD can employ to reward knowledge sharing and knowledge application.
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The literature indicates different terms for the same concept (knowledge application),
namely knowledge application, learning transfer, and training transfer. Further studies
could be conducted to determine the differences (if any) between knowledge application,
learning transfer, and training transfer.

There is a difference between tacit and explicit knowledge, but also between tacit and
implicit knowledge. Implicit knowledge was not covered in this study. Future studies could
explore the differences between tacit and implicit knowledge.

The role of organisational culture in applying KM and KM activities for HRD professionals
could be further explored,

HRD professionals recommended that people be rewarded for sharing their knowledge.
Therefore, based on this recommendation further studies could be undertaken to
determine reasons why people are not sharing knowledge, in addition to appropriate

rewards that HRD can employ for sharing knowledge.

5.5 LIMITATIONS OF THIS STUDY

The following aspects had a limiting effect on this study:

The study was conducted within a South African HRD context only using data from HRD
professionals that were enrolled in the only undergraduate HRD programme in South
Africa. If more undergraduate HRD degrees were available, more participants who have
completed undergraduate HRD degrees at other South African universities could have
been included.

This study was conducted using a qualitative research approach. A mixed method study
that included quantitative findings may have strengthened the findings.

Limited research questions (only four) were asked to obtain data from practice. More
guestions could have been asked to explore the various strategies and tools used to apply

each KM activity, although it would have broadened the study.

5.6 EXPECTED CONTRIBUTION OF THIS STUDY

Jacobs (2017:198) commented that “it is difficult to believe that such a critical issue [knowledge

management] in organizations has not yet been fully embraced by HRD”. Subsequently, this study

made a theoretically contribution to the HRD literature by contributing to the science of KM and
knowledge (cf. 3.1.1) from an HRD perspective. Tome (2012:96) indicted, in this regard, that HR

[in particular, HRD] needs to ensure the transfer and leverage of knowledge to assist in achieving

their organisations’ goals by [re]defining core competencies, [such as application, creation, and

sharing] of knowledge.
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This study made a practical contribution by informing both academics and professionals that KM
(and its related activities) are indeed a function of HRD as claimed by many HRD scholars and
the ATD (professional organisation). The findings of this study indicate that KM and applicable
KM activities are indeed applied by HRD professionals. These findings inform practice about the

role that HRD professionals have to fulfil concerning KM.

The lack of empirical studies on KM within an HRD context, was also identified as a gap in the
body of scholarship (cf. 1.4). Therefore, this study also made an empirical contribution as

empirical (qualitative) research was conducted.

HRD as an applied field and emerging academic discipline is in dire need of research to inform
both theory and practice (Ross et al., 2019:1-2). Therefore, the findings from this study (research
on HRD practice from HRD professionals’ perspectives) informed HRD theory, and
simultaneously the practice and HRD as an academic discipline, thereby completing the theory-
practice-development cycle alluded to by Swanson and Holton (1997:4; 2001:65-66), and more
recently also by Ross et al. (2019:1-2).

5.7 FINAL CONCLUSION

From this study, it became evident that both KM and HRD evolved in parallel over the past three
decades and that both deal with knowledge and learning, and both envision the improvement of
performance to gain competitive advantage. Therefore, there is a clear link between KM and HRD.
HRD professionals mostly understood KM in line with the literature. Based on this data collected
from HRD professionals, and by exploring the literature, a definition for KM within an HRD context
was created (as none existed). HRD professionals further indicated that they apply KM activities
in practice, although it appeared that they were not sure of the correct terminology and meanings
of the KM activities. What is interesting is that the findings of this study shed light on the roles that
South African HRD professionals fulfil concerning KM, however, no previous literature exists that
directly links all the KM activities to HRD, as in this study. Finally, HRD professionals made
recommendations that knowledge must be captured for future use and that people should be
rewarded for sharing knowledge. HRD professionals further recommended that HRD should be
situated on strategic level to drive KM. HRD professionals confirmed that they belief that HRD

should be involved in KM.

Therefore, in line with the definitions for KM in an HRD context developed for this study, the
findings confirmed that the role of HRD in KM is to equip people with knowledge by applying KM
activities, such as knowledge sharing, knowledge transfer, knowledge creation, knowledge
acquisition, knowledge application, knowledge capture and knowledge storage (cf. 1.4). This is
achieved through the involvement of HRD professionals in various roles such as assessors,
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moderators, learning facilitators, quality coordinators, compliance managers, training material

designers and developers, and skills development facilitators.
5.8 SUMMARY

In this final chapter a summary of all the chapters was provided. Thereafter the findings that
resulted from this study were discussed and corroborated by the literature, where applicable.
Based on the findings of this study, recommendations that could be applied in HRD practice were
briefly discussed. Recommendations for future research were also provided. The findings
confirmed that HRD and HRD professionals indeed apply knowledge management and

associated activities in their various roles within a South African HRD context.
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5.8.4 Annexure D: Formal Invite to Participant in the Study

Dear Student,

Master Study: Exploring the application of knowledge management within a South

African human resource development context.
Researcher: Mrs P Smith

Study Leader: Dr H Meyer

Your Human Resource Development (HRD) knowledge and experience is valued. You are the
experts in the field of HRD and can contribute to the expansion of the field. You are hereby
invited to participate in the above mentioned study namely: Exploring the application of

knowledge management within a South African human resource development context.

Before you make a decision, find important information below:

s |nterviews will be conducted face to face during your study school in February 2020

+ Each interview should not take more than 60 to 90 minutes.

s Avideo recording will be made dunng the interview which will be viewed only by Mrs.
Smith and Dr Meyer.

s “Your participation is voluntarily.

» Your identity will be kept strictly confidential (this include video recordings and
transcribed data).

= Al information you provide will be kept confidential and will only be available to the
researcher, Mrs. P Smith and her study leader Dr H Meyer.

« Your name will not be disclosed at any time during any of the stages nor the final report
{(you will be assigned a symbol, e.g. participant A}

s You may withdraw from participation at any time without providing a reason for doing
0.

» |f you do decide to participate in this study, you will be requested to sign an informed

consent form.
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5.8.5 Annexure E: Interview Schedule

DATE TIME PARTICIPANT

Venue

24/08/2020 16:00-17:00 Participant A
17:00-18:00 Participant B
18:00-19:00 Participant C

25/08/2020 16:00-17:00 Participant D
17:00-18:00 Participant E
18:00-19:00 Participant F

26/08/2020 16:00-17:00 Participant G
17:00-18:00 Participant H
18:00-19:00 Participant |

27/08/2020 16:00-17:00 Participant J
17:00-18:00 Participant K
16:00-19:00 Participant L
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declare herewith that the thesiz/dissenation'mini-dissertation/article entiled (exactly as registered/approved

title ),

Exploring the application of knowledge

which | herewith submit to the Morth-West University is in compliance/partial compliance with the requirements
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Master of Education in Training and Dewelopment

is mvy o work, has been text-edited in accordance with the requirements and has not already been submitted to

any other university.

LATE SUBMISSION: If a thesis/dissertationimini-dissertation/article of a student is submitted after the
deadline for submission, the pericd available for examination is limited. No guarantee can therefore be
given that (should the examiner reports be positive) the degree will be conferred at the next applicable
graduation ceremony. it may also imply that the student would have to re-register for the following

academic year.
Ethics numiber:
o043 102 |

Signature of Student |Patro

Smith

ORCID: | o

o|o|- |o|olo]2|- (5)2|6]0|-|4|5|7

Digitally signad by
Petro Smitn

Date: 2021.11.25
DB-38:51 +02°00°

University Number| 2] 4| 7] 2 6] 8] o[ 3]

Signed on this day of [Movember

| or2021 |

2. Permission to submit and solemn declaration by supervisorpromoter
The undersigned declares that the thesis/dissertation/mini-disseriation/article:

complies with the A-rules and the technical requirements provided for in the Manual for
Master's and Dioctoral studies and in faculty rules;

has been checked by me for plagiarism (by making use of Tumltln software for example) and a satisfactory

report has been obtained;

and that the work was language edited before submission for examination.

Faculty specific requirements as per A-rules: 1.3.2, 433 42 4 4104, 532
complies with regards fo faculty rules on submission or acceptance by an

aooredited scientific journal;

-::nmplies with regards to faculty rules on peer reviewsd conference proceedings;
lhE student is hersby granted permission to submit his/her aticle/mini-dissertation! dissertation'thesis for

examination.

Signatures of supendsons) and Promoter(s): (only compulsory In cases where there are co- or asslstant- supervisons/promoters)

Digi ignied
Dr Helengial i

Date: 2021.11.28
ME}"'EF 11:24:28 +0200
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5.8.7 Annexure G: Language Editing Confirmation

* PO Box 10145, Henbyl, 1906 South Africa - Mobile: +27 (0)83 304 1006 *
* E-mail: elizezywot631@gmail.com - Website: http:lezlang wix.comfezcommslang *

Declaration

|, the undersigned, hereby confirm that | have language edited the dissertation entitled
Exploring the application of knowledge management within a South African human resource
development context by Petro Smith for the degree Magister of Education in Training and
Development.

The responsibility of implementing the recommended changes and corrections rests with the author
of the dissertation.

Elize Zywotkiewicz
Language Editor and Translator - 2021-11-29
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