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Executive Summary

This document provides an overview of the resul
explore theories and models that help understand and build a common knowledge base abowgeknowled
maturing, to explore current knowledge maturing practices empirically and to develop a reference mode
for knowledge maturing.

Year threeds activities can be divided into t|l
analysis and reflectioof the inrdepth study, involvingix organisationgand one network of professionals
sharing knowledge about careers guidaii2eto foster the takap of results of WP1 and thereby taeo

tribute to the software design and development activities anehgact on the evaluation activities in
MATURE and (3) the revision and finalisation of the knowledge maturing model landscape.

The deliverableeports on the results of the finafl a series of threempirical stuées conducted irMA-

TURE. Building upon thewo previous empirical studiese. the ethnographic study (reported in D1.1)

and the representative study (reported in D1.2), thiepth study is designdd deepen our knowledge

and gain additional insights dhe resultave had achieved in the eati studiesThe indepth study was
particularly designed to complement and extend the insights we received from single interviewees in the
representative study by multiple perspectives gained by several individuals within one organisation or
network that dgether provided richer insights into the organisations. We relied on qualitative, interpretive
methods, mainly based on observation and-fadace interviews at work places of the interviewees. The
in-depth study was conceptualized as a case studynwiltiple instances the investigation of whia r

lied on a single, coordinated framework of study topics and desjgred in the consortiur@oncretely

the indepth studyfocused on reasons why organisatipesceive themselves as performinetterwith

respect taknowledge maturing than othetisey compare themselves, iwhat measures have bean-e
ployed and are planned to be employed to foster knowledge maturing, what barriers have been overcon
and how software is usedlso, each case study instancelinied an additional topic reflecting specific
research questions, related to activities in work packages or demonstrator developments of the partne
involved in the respective studlystance. Thughe indepth study was always aligned to researclr-inte

eds in other MATURE activitiesResults of case study instances were analysed individually and-colle
tively in a crosscase analysis.

We collected nine reasons why organisations perceived themselves as performing knowledge maturin
better, many of them reled to the individual employees and their relationships. Another big role played
the design of information systems for supporting these informal relationships and supporting the access t
knowledge. We also collected® measures, organisations employedupport knowledge maturirand

11 measures which were planned to be implemenitkedse planned measures seemed to be of evolutio

ary nature and to aimed at improving existing approaches and tools rather than to revolutionize processe
We also collected da on 13 barriers to knowledge maturing that were existent in organisations and ways
how they were (partly) overcomdhese ways partly overlap with general measures for improving
knowledge maturing that were namedthough generally in line with resultsom the representative
study from year 2, it became evident that the organisational csjpames and subsumes other barriers.
We also focused on software used for knowledge maturing in organisations. It became apparent, that the
was a wide variety ofdterogeneous software applications in place that typically not had been designed
with knowledge maturing in mindemployees in organisations seemed to struggle with these software
applications to appropriate them to fit the purpose of developing knowhstfé&eeping track of their
contributions in the collaborative learning zone. Especially the transition between individual phases was
unsupportedBasedon these results, we developediaw integrating measures, reasons and ways to
overcome barriers for kirwledge maturing into a causal model building on levers and two levefs of e
fects.

This deliverable also presents the results of WP1 activities to collect and analyse the parallel conceptu:
activities in the MATURE project as well as the talgeof concefual artefacts in other WPs, in this year

with a special focus on knowledge maturing indicators and guidance activities. These and the results c
the series of empirical studies are taken on board of the knowledge maturing landscape which is present:
in this deliverable in its final form. The model is considered final as an instrument to influence activities

10



in year 4 of the MATURE project, but we are certainly more than happgrttinue tosubmit our fird-
ings to the discourse in the scientific commuritd intend to develop it further. The deliverable is-co
cluded by a list of recommendatiof@ organisations intending to engage in an initiative to improve
knowledge maturing.
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2

Introduction

In the third year of MATURE, wavere already able to builon cacepts and theories developed in two
previous studiesWe primarily builton the ethnographicalyformed study performed in year 1 and
results of the representative study conducted in year 2. From a conceptual point of view, a main result c
D1.2, the komwledge maturing model landscape with its elements, most prominently, the knowladge m
turing phase model (v3) fed into thedepth study we conducted in the third year of the project. Fu
thermore feedback from demonstrator developmasitwell as from ormjng developments in the evalu

tion WP wagaken up for the study design of thedeapth study.

The roles of WP1 in year 3vereto explore deeper into the phenomenon of knowledge maturing i real
world organizations, taoordinate the finalisation of theowledgematuring model landscape within the
projectas well as to support other WPs in the tageof concepts and artefacts that had been created in
WP1 in years 1 and 2 in order to more closely link the activities in the development and evaluation WPs
with the conceptual core of the MATURE project as developed and presented imWihcluded fo-

ther refining its elements, providing conceptual input for 4aén demonstrator development and the
design of the summative evaluatig®major input for his was then-depth studyWe designed the in

depth study as a case study that would allow us to further deepen our knowledge on knowledge maturin
and provide additional input for the conceptual model development.

These objectives were defined in thédwing tasksthat WP1 addressed in year 3:

A T1.3 Indepth case studiesfter havingfinished the first two large empiricastudiesof the MA-
TURE project, WPIconcentrated on gaining furthBndings through personal interviews with a
number of individualsn selectedrganizationsThe study comprised a number of topics that were
agreed in the consortium taking into consideration the results of the two earlier studies as well as
findings and experiences gained in demonstrator developments, evaluatidresi@s/well as in
general feedback from application and associate parthks case examples for systematip-su
port of knowledge maturing with organisational instruments and information and communication
technologiesverestudied in detalil.

A T1.4 Devebpment of the conceptual knowledge maturing mdktes results of T1.3 were fed into
the development of the final knowledge maturing model landscape. Also, input from paraliel activ
ties in otheWPsand feedback of application and associate partnerselaasvfeedback gained
various dissemination activities (e.g., at the conference on professional knowledge managemen
2011organised by UIBKwas taken up.

We took considerable efforts on the one hand to continuously feed our empirical results paii¢hze.-

tory design process employed in MATURE and on the other hand to absorb feedback aboubthe prot
types gained from the application partngasticularlyin WP 23, but also from development of maturing
services which, e.g., relied on knowledge magiindicators in WP 4, the activities in the evaluation WP

6 as well as the activities on designing a business model for application service partner®.imhW/P
overview given inFigure 1 shows the main topicsoeered in WP1 in year three and their primary use
within thisWP, concerning othew/Psand the corresponding deliverables represented by arrows.
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Figurel: Overview of topics covered in WP1

Each major tpic is represented by an orange box. Outgoing black arrows indicate outcomes of activities
related to one topic feeding into activities related to another topic. Red rectangles group topics and re
arrows show outcomes of activities related to a grouppits$ feeding into another topic. Starting in the
lower-left corner, the figure shows the primary foundation upon whictintaepthstudy was designed,

i.e. exsting theories and approaches, outcometbhographially-informedand representativetudy awl
experiences from demonstrator developnaand results from the formative evaluatiorapped by a red
rectangleThese theories, approaches, results and experiences also directly fed into the activities in othe
WPs that were closely related to what wasealin WP1 shown in the upper right corrine figure also

gives a detailed overview of the most important results fronmtldepthstudy, also surrounded by a red
rectangle. Both red rectangles impactedthe finalisation of the knowledge maturing moldindscape

and the provision of recommendatidmssed on the all three empirical studidsich also were an input

for instantiations, maturing services and evaluation pl@he results of the hdepth study alreadyni

formed the development in the instatibns, maturing seices,the plans for the summative evaluation

as well as the development of a business model for application service providers

The deliverable is structureaks follows Section3 explainsthe general desigof the indepth study
Therefore, we discuss the conceptual and empirical base for the study in 8ectibhe scope of the

study is then detailed in secti@2 by elaborating on the general topics the consortium agreed on and by
defining the unit of analysis. Secti@M documents the procedure. This includes a description of the case
study methodologysed, the methods applied for collecting data, the criteria for selecting organisations
and interviewees and a description of the general interview guideline, as well as the topics each cas
study focused individually in addition to the general ones.

Sectbn 4 presents the results of thedepth study. Firstly, facts about the seven case stattesumna-
rized that together made dipe indepth study (sectiod.l). Secondly, the five topics of the crosase
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analysisare presented. For each topic, we present interesting findings observed in one or more-cases t
gether with a summary of the topic mirroring the observation with respect to the context of theacase (se
tion 4.2). Thirdly, we build upon these results of the croase analysis and present a vietegrating the
different topics and building causal relationships. We then shortly discuss aspects of guidance we add
tionally collected (sectiod.3). Finally, we reflect on limitations of the study (sectid) and provide a

short conclusion (sectichb).

Section5 presents the outcome of year 3 activities to enhanckniheledge maturing model landscape.
After presenting the final version of the overall landscape, we distusgledge maturing indicatois

detail which was a primary focus in this year as we have been encouraged to pursue this topic further b
consortium members, application and associate partners as well as many discussion part(serstialike

5.1). The initiatives, we undertook in the third year in order to ensure theufaké conceptual results,

i.e. mapping knowledge maturing indicators to instantiations and describing instantiations with respect tc
levers they are deemed to provide andaff¢hey are expected to cause are described in s&cBidBec-

tion 5.3 concentrates on guidance of knowledge maturing and discusses the results of our acti\sties inve
tigating howto influence behaviour of participants in gealented learning processes on a collective
level, i.e. knowledge maturingection5.4 discusses takap of the results of MATURE empirical and
conceptual activities in other WPSection5.5 concludes the conceptual paBection5.6 presents re
ommendations based on the concepts we developed in WP1 throughout the first three years of the proje
andfinally, section6 summariseshe findings of the irdepth study and the contributions of WPL1 to the
MATURE project.

14



Study Design

This section provides an overviewtbe design of the wdepth study. Sectiod.1 provides the conceptual

and empirical base, taking up results from previous empirical work on the knowledge maturing model
landscape (see D1.2) and atsmsideringdevelopments and issuisbe investigated in more detfibm
denonstrator development. Secti@® builds upon this overview and describes the scope of the study
with respect to organisations targeted and prospective empl&eimn 3.3 presentshe procedure we
employedto conduct the studgindprovides an overviewf the case study approach in general and then
describes the methods we applied before describing the interview guiaedirtbe topics that have been
investigated in more detafFinally, section3.4summaries the study design.

3.1 Conceptual and Empirical Base

Based on the results of the representative study presented irafdl.2 joint reflection of the results
achieved in demonstrator development and evaluation as were presented in D/B@epth stug

aims at deepening the understandifigelected concepts of thkaowledge maturingkM) model laml-
scapeand, based on that, providing recommendations that could be taken into account for fostering
knowledge maturingln total, sevenorganisations were uestigated in order tobtaina detailed picture

of KM processes angerceived impacts of systematic support of knowledge maturing thargginsa-

tional as well as IHbasedmeasures.

The KM modellandscapédseefigure 2; please refer to D1.for a detailed descriptigntakes into account
results gained througbreviousstudiesin the first two years of the MATURE projedte. the ethnogrdp
ically-informed study and the representative stuydinforms topics of the kdepth study being o
ducted in year three of the MATURE project

We aim atproviding descriptions of arrangements of organisational anbaded measurggerceivedas
successfully fostering knowledge maturing as welteedmmendationfr organisations vling to sip-
port knowledge maturing appropriatefyonsequently, dancewithin the scope of knowledge maturing
is one of the main areas of investigation in year three of the profemtefore, wdocus onguidance that
could be provided bpeople, i.eindividualsor groups of individualsand guidance that could be provi
ed by IT,especially bydemonstratorgleveloped in MATUREANother strand also going in the direction
of providing recommendations are motivational aspects and possible ways to ovearoiens in the
area of knowledge maturing.

Furthermore, KM indicatorand KM activitieswhich had been developed based on findings of the@thn
graphicallyinformed study anqustified in the representative study build the basis foefenementin

year hreeof the project. In case ¢fie KM indicators we specifically aim at restructuring and amending
thembasedhot only ontheresultsof the indepth study but also based on feedback of application partners
and mapping todemonstrator developmentlso, the KM activitiesare subject to investigation. Eep
cially, ways to support them by IT and organisational measures is stressed ddpéhistudy.

Demonstrator teams specifically concentrated on describing functionalities and relating them to
knowledgematuring activities which can be supported. For a detailed description of results of this inve
tigation seeAppendixin D2.3/3.3.Consequently, FZI and UIBK jointly moderated an ongoing process in
which the team of researchers performing thddapth stugl continuously kept in close connection with

the demonstrator teams in order to ease the transition of knowledge created in these parallel activities «
well as jointly move the project forward. This process helped to better align the activities in tre dem
strator teams with the progression made in the knowledge maturing model landscape.

15



PHASE MODEL DIMENSION MODEL
« identifies distinct phases + identifies different knowledge
« suggests an ordering dimensions

h h Bt operationalise refer to
ave cdaractgfrstlcs maturity and maturing
lepending on in
Knowledge Maturing
Criteria

KNOWLEDGE MATURING fedge KNOWLEDGE MATURING
ACTIVITIES Knowle Maturing INDICATORS

= activities of individuals or Activities ;trulcati"l’re ane . observable events or

Xp states that allow to

groups contributing to
measure that

knowledge maturing .
general activities that Knowledge Maturing t:few;lzfzig:ematurlng
keep the collective Indicators
learning process running
specific activities for
transitions/overcoming
barriers
instantiate and use
support ; s
DEMONSTRATORS —> Guidance

Model

implement

incorporate
into design
related to

MOTIVATIONAL ASPECTS

analysis framework for

: motivational aspects

{ ] + phase-specific

Context intervention possibilities

Motivation

Figure2: KM model landscape

On the one hand, we plan to use the KM model landsddgeré2) as a means of relating resulihie
dimension mode(upper right part irFigure2) is used in order telassifytypes of knowledgédentified

in the indepth studyaccording to sociofacts, cognifacts and artefa@tsthe othehand we aim at refi-

ing the landscapesupported, e.ghy collecting example®r types of maturing knowledgduring the in

depth studyThis leads us to a better understanding of the mutual dependencies of these three instances
KM on each other andllows us to develop instruments for KM not only on artefact level. On the basis of
this theoretical concept we also support KM on sociofact level (increasing awareness and readiness fc
knowledge sharing, fostering shared understanding of topics) andamig level (identifying topic reta

ed training needs, training course recommendation).

From a conceptual point of viethe KM phase model v3 (sd@ure 3; please refer to D1.for adetailed
description representshe core concegdeeding into the desigaf the indepth studylts phasegrovide
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the main anchor for further researching possible ways of providing support and guidance, both with
ganisationabnd IT-related measures.

\

expressing appropriating ) distributing in

ideas ideas communities formalizing
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maturing

Figure3: KM phase model (v3)

Furthermore, w aim at reflecting upon the phases of the model, e.g., by reflecting on example instances
experienced by participants of the study and, thereby, contextualizing the model with respect tathe parti
i pant 6s wentk environm

3.2 Scope of the Study

Based on théoundationof the in-depthstudy developed in the first two project years (see se8tit)n
this section will define the scope of thedepthstudy. Starting from the topics and the gehésaction
3.2.]) aim of the study, we define the unit of analy(sisction3.2.2).

3.2.1 Topics of the study

In order to further develothe KM model landscapihat was informed byhe representative sty (see
section3.1) we collected topics that are ffrther interestfor MATURE. This process already started at
the end of year two of the project during the analysis of data of the representativd sgediger with alll
paitners whatook partin the prevous empirical workand with the demonstrator teams selected a set
of topics to be covered in each case stldys set was then discussed at the consortium with A M
TURE partners, refined and extended with input froem demonstrator teams with the resulting set of
topics agreed by all MATURE partners:

A PerformanceReasons for better performing knowledge maturing than otiérg do people think
that they perform KM better than others they compare themselves to?
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Organisaion: Organizationalmeasures that are deemed to support knowlesgering How is
KM supported?

Barriers: Possible ways of overcoming barrievghat barriers have been overcome?

Information TechnologylT-oriented measures that are deemed to support ledges maturing
How is software usetb supporknowledge maturing?

Plans Plans for introducing organizational anddfiented measures in order (farther) enhance
knowledge maturing/Vhat plans are there or what could generally be done to furthercenk?

A

By anchoring theséopicsin each case study, wamed atensuring thathe results of the individually
conductedstudiesaretargeted at the research questions selected as most rdtetlamtconsortium and
alsothat the results amomparablecross studies whit allowing each team investigatirepchcase study
could extend the list and explore further avenues that were deemed important in the int&iliepies
wereintensivelydiscusse@nd reflectedn video conferenceand at consortium eetings andlirectly fed
into the creation of a common interview guidelifi@e interview guideline is presentedsection3.3.4
and its topics and open guestions are described in more detail.

In addition tothe common topigswve also agreed oenrichingcase stuigs by one specifictopic each.

These additional topics were coordinated along all studies and reflect spesdarchguestions e.g.,
relatedto specific activities in work packages aelated todemonstrator devebmentsof the partners
involved in the respective studis the amount of time that we could expect to be allocated to the studies
by participating organisations was limited, we could not include all topics in all studies, but had to co
centrate on one pic in each study. This approach proved very valuable in ensuring that-deptm

study was always aligned to research interests in other activities of the MATURE project and never gof
disconnected from therA detailed description of how the specifipics were approached is provided in
section3.3.5

3.2.2 Unit of analysis

The unit of analysis iur multiplecase studwapproach(see sectior8.3.]) is individuals that work and
learn in a collective twards a common goalhe plural is important as we do not focus on a singte pe
son, but according to the definition of knowledge maturing on-gahted learning on a collective level.
Individual case studscould concentrate owrollectives of individuds working across departments,bsu
sidiaries or evercrossorganisation. This allows usto perform a purposeful sampling stratedyore
explicitly, we relied on snowba#lampling(Patton, 200p i.e.,to contact(a singl@ persoifs) in an orgait
sationand then select further individuals tlaat suggestd or to address a community without limiting
ourselves to organisational bounida.

With respect to a@anisationseach partner in the consortium idertifiorganisations that were batfi|-

ing to participate angrovidean interesting showcase for those aspects of knowledge maturing that were
investigated in the connected other research activities gbaheer in MATURE.We also agreed on
consideringa networkof individuals across organisations tlvedre deemed to offer interesting aspects
both with regard to knowledge maturirandto the application domain of some of our applicatiort-par
ners, i.e. camrs guidance

Based on characteristics of ealX2anas g estelwadsche
to organisations which stronginfluenced possible access interviewees the units of analysis were
carefully selected for each case stuBgllowing that, he characteristics ofinits of analysivary slightly

in differentcase studieseach study reportsnits unit of analysién sectior4.1

3.3 Procedure

This section descrilsethe procedureve took First, the applied multiplease study approach is outlined
in section3.3.1 The used methodsithin the case studiesre then presented in secti8r8.2 The g-
proach forselecting candidate organisations and interviewees is detailed in s@@i@nFinally, the
general interview guideline of the study (sect®8.4 and the individual topics per case (sectiod.5
areexplaired
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3.3.1 Case Study

We chosea case study approabr the indepth study in year three of the MATURE projedtich goes
along with the DoWAlthough not limited to qualitative research methods, case studies arenagonom
way to perform qualitative resear¢bee, e.g.Sake, 2005Yin, 2009. Creswell(2007) describescase
study researchsa qualitative approach in which a bounded system (a case) is or multiple bousded sy
tems (cases) are expldrby investigator(spver timein order to report a case description and dzesed
themes For detailed indepth data collectigmmultiple sources of informatioare usede.g., interviews,
observations, audivisual material as well as documents and rep@tsswell, 200Y. Case studief
information systemsesearctareappliedfor studying human actions and interpretations related td-deve
oping and using information systeifsee, e.g., Walsham, 1995

Multiple designs foicase studies are availalfteee, e.g.Sake, 2005Yin, 2009. Yin (2009 distinguishes

in his typology with respect to differedlesigns by the number of units of analysis and the number of
cases figure 4). In MATURE, we followed a multiplease study which is deemed to be more robust
than a singlease studylesignand, furthermore, provided evidenceoften seen to be more compelling
(Yin, 2009 Herriott and Firestone, 1983-or our unit of analysis, we chospecific organisation(s) (se

tion 3.2.2. We followed an approach representing a holistic multiple case design: egttimof our o
ganisations to be researched, we did not distinguish specific parts and therefore emphuistit @i

sign.

Single-Case Design Multiple-Case Design
Context Context Context
@& Case Case
c
[T}
‘@
@
o
o
=
= Context Context
[<]
T Case Case
Context Context Context
@& Case Case
c
w
@ .
o Unit of
o .
] analysis
-]
3 Context Context
'E Unit of
9 Case Case
) - @ @ @ @

Figure4: Types of designs for case studfafier Yin, 2009

Based on this decision, we ¢ ahe sandyuctienroh mujtiplefcasé | o w
studyand adapted it fathe MATURE project(seefigure 5).
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Figure5: Design of a multiplecase studyafter Yin, 2009

Figure 6 reflects on this approach by proposed by {2009 and adds information on the timeline we
followed for conducting the wdepth study in gar 3.
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Figure6: Timeline year 3

Based on the scope of the study (see se&idn cases were carefully selected by partners of the M
TURE project individually, considering both the five common tepand one additional caspecific
topic (see sectiod.1). Each case study was managed by the responsible partner individually.

UIBK coordinated the individual activities and provided support as well as opportunities festudge
teams to exchange lessons learned on case selection, data collection, analysis and intefoetadion.
lecting dataon the common topi¢san interview guideline was developadd adopted bgase studies.
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Besides interviewing, in some cadagher methods for data collectipisuch agocus groupswere en-
ployed Methods used for data collection are described in more dettiEinext section in generahd
also referred to in the description of each case study. After condticiingsearclsepaately at stes of
the cases, i.esubsidiariesprganisatios or networks of organisationgach partnesinalysedhe collected
data andcreated an individual case report structured according to a conemgmiate Once the main
findings were summed up ampadrtners were aware tfe resultsfrom all the case studies, we jointlyed
velopedcrosscase conclusionduring a series ofideo conferences and discussions at consortiunt-mee
ing. The results of the wdepth study were then jointly interpreted in thesmrtiumand consolidated on
several occasions efdeo conferences and discussions at consortium meelimgss way the impacts
of the studyfor exampleon other work packagemstantiationdevelopments anoin the KMM landscape
werediscussed and kan up in the project. Finally, results were documented in form of a-casese-
portthat was also fed back to the participants of the study

3.3.2 Applied Methods

Researchers participating in the case sjahly developed the topics of the-depth study iad therefore
had a common understanding of its goals. We @dédimedthe stance of the researchers in the interviews
would takeas well as the methods that should be applied which are shortly described in the following.

Interpretative Phenomenological Aysis (IPA)is an approach to qualitative research with an idiographic
focus which aims to offer insights into how a given person, in a given context, makes sense of a giver
phenomenonin our casewe focus on knowledge maturation which is seen as hadng personal Gi
nificance forparticipants, e.g., fouture development of guidancé the careers innovation grouptime

UWAR case Scoping was aided by a sestiuctured interview guideline which is described below in
section3.3.4The theoretical origins of IPAdeveloped by Smith and colleaguean be traced to ph
nomenology and hermeneutics, with key ideas frimserl and Heideggé®smith et al., 2000

IPA studies involve a close examination of the experiences and meaaakigg activities of a small
number of people. Participants are sampled purposively (because they can offer a meaningful perspectiy
on the topic at hand knowledge maturation), and usually there is an attempt to construct a reasonably
homogenous sample.

In IPA, researchers gatheunajitative data from research participants using techniques such as interviews
or focus groups. Typically, these are approached from a position of flexible anemgbesh inquiry, and

the interviewer adopts a stance which is curious and facilitative (rdthe, say, challenging and inte
rogative).

Data collection was done fate-face directlywithin the workplaces of participantghereas possible.
This allowed for direct observation of phenome
searche(Kuhlmann, 2002 This was intended (1) to support participants in remembering important fa
ets surrounding support of knowl edge maturing
workenvironment s, (2) to support the researcher s
by participants as well as (3) the stance of the researcher as being interested in the specifics of the wo
environment and facilitative in joint meaningaking of organisational and #based measures fostering
knowledge maturingThe semistructured mterviews with participants were recordei, allowed, and

then transcribed and analysed with qualitative content an@lifaiging, 2007.

IPA's hermeneutic stance is one of inquiry ameaningmaking, and sthe focus is upomaking sense

of the participant's attempts to make sense of their own experiences. IPA is used because the reseal
questios aim to understand what the chosen experience (knowledge maturation) w@sali@g on
phenomenology) and how someone made sense of it (drawing on interpretation).

IPA encourages an opamded dialogue between the researcher and participants and may, therefore, leac
to unforeseen answers, including a new perspective on the research quéhkgares are likely to ident

! they are considered tie expert interviews aescribed byLiebold and Trinczek, 2000
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fy both something that matters to the participants (i.e. an object of concern, topic of somarnagort
and also convey something of the meardttgched to the knowledge maturation prodesshe partic-
pants (including theifeelings etc.).

In IPA, analysis should seek to balance phenomenological description with insightful interpretation, and
anchor the interpretations in the participants' accodis. is the approactve adopted, also seekirig
maintain an idiographicotus (so that particular variations are not lost), and to keep a close focus on
meaning.Crossvalidation andriangulationwere used through drawing on a variety of other sources in
orderto increase confidence in the analy8mith et al., 2000

3.3.3 Interviewees and organisations

For seleting organizations, we relied on a samplimgthod that can be described as convenient and pu
poseful(Patton, 1990 We aimed for organizations that would provide insights into interesting aspects of
knowledge maturing-or the selected organization, we performed a key informant interview as a starting
point. This ley informant, then provided an overvi®iithe organization ankighlighted interesting @

ics and contact persoBatton, 199D We then used a snowballing approach for findurther relevant
interview partnergor the researched ca@eatton, 1990 The interviews were conducted in person, at the
interviewees workplace were possible. If personal interviews were not gosséfell back to teleecn
ferences.

Besides the general approach for conducting the case studies, we defined criteria that prospective inte
viewees needed to fulfiThese criteria are based on the criteria we chose for the representative study and
shouldhelp us to gain valuable data from persons that have a broad and informed view about their organ
sation.

A high share of knowledge work

A gained experience througiork being based on offering and applying expertise in different brgan
sational settingée.g, interviewee changed department or is involved in project Jwaitkis criteria
should have been fulfilled for at least three interviewees per case

have access to a variety of technical systems and are able to describe them in detail
consigned with conceptband management tasks
strong communication, coordination and cooperation needs

should mediate between organisational units applying IT and those designing, implemehting, a
ministering and maintaining respective systems

university degree and at least thyemrs of work experience (one year in organisation) in order to
satisfy the high level of education, training and experience typical for knowledge work

o Do Do o Do

3.3.4 Interview Guideline

As depicted irfigure 7, the interview guidelia consist of two pagegfor a detailed view of both pages
please refer to sectiohl). The first pagés intended to shorten time required for scoping interviews and
providesgeneral information with respect to the MATURBbject. In particularscopeand goalsof the
projectare described andefinitions of knowledge and of knowledge maturing are provideétth exam-
ples. Furthermore, the KM phase model v3 and an explanation of eachapaasented.
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Knowledge Maturing:
A explains the basics of knowledge and knowledge maturing (KM phase model v3)
A interviewee could be provided with

Topics:

A contains all common topics to be addressed in each case

A interviewee could be provided with

A should be aligned by interviewer, e.g. with respect to unit of analysis

used during interview

Figure7: Documents used during interviews

Each interview started with a descriptiontleé main concepts of the MATURE project presented on the
first page of the interview guideling conjunctionwith the interviewee, examples for knowledge bound

to digital resources, people and processes vdamtified and reflected on a perspective of knowledge
maturing. During the description of the KM phase model, interviewees were asked to reflect én the di
ferent phases, provide feedback and also try todindxample of knowledge maturing which they have
experienced in theontext of their workThe example was then discussed and usea assaumento
describe knowledge maturing and to reflecttb@phases of the KM phase model in more detait- Fu
thermoe, the instance of knowledge maturing provided by the interviewee was valuable for exemplifying
descriptions during theubsequent padf the interview.

The second page of the interview guideline was developed based agréleefive primary topics (se
tion 3.2). These topicsepresent the main part tife interview. Depending orthe specificsof each case
study specific questions (i.e. the phrasing or the relation to the organisation)apgra@priatd. Each
topic andits subquestionsaaredescribed in more detail.

Topic 1: Performance: Reasons foperforming KM better than others

1 If you compare different units in your organisation:
Which one performs(ed) best in your opinion with respect to knowledge maturing?
Why do yau think that this unit performs(ed) knowledge maturing better than others?

a) To whom do you compare the unit to?
b) Which criteria would you use to confirm this?
C) What is the relation tkey performance indicator&Pls), if any?

By asking interviewegto perform a comparison, the aim of this questimasto trigger a discussion
about aspects of knowledge maturing that are deemed to be performed well in the organisafithal unit
interviewee works in or is responsible faralternatively used to woiik or be responsible fom a first
subquestion, interviewees were asked to reflect on whom they corttpanitto. Thiswas not only
related to otheunits within the samerganisationput alsoto units outside the organisation or even to
communitiesor otherentire organisatios. We deliberately concentrated tnings that are deemed to be
performed better im first place inorderto focus on the reasonirgghind the comparison in a second
place. Ths reasoninghen was used to fostexcollection d criteria the interviewee uden order to back

his or her statements (sgestion b).This should aid sharpening of indicators or even performance
measures used in order to judge the quality of knowledge maturing, explicitly touchedutrguestion

PleasenoteThe term 6éorganisational uni t 6 was adopted ac:«¢
analysis and the intervieweebds work environmena. Wh
tion were focussed, others concentrated on a community consisting of members of different organisations.
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c. Here the interviewee was asked @y performance indicators that are related to the collected criteria.
The main interest in this case wasdiscoverwhether criteria that are deemed to represent aspects of
performance of knowledge maing are alredy used in theorganisatios represented by the interuwie

ees

Topic 2: Measures: Organisational and IFbased measures supportingnowledge maturing
a) What measurescommunity,
Uorganiational,
Usoftware
are employed Uinformally,
Uformally in projects or initiatives (e.g., quality management,
innovation management, human resource development),

Uformally with knowledge management in general or knowledge maturing
in particular in mind?

b) How are these measures aligned witheothitiatives?

This topic aimed atejting an overview fohow knowledge maturing is supported in genaral ofwhat
organisations currently do in order to foster knowleghgeuring in particulawith respect to community,
organisation and software (paj. This included typically more bottomp, informal, interestiriven
measures applied in communities of practice or interest as well as megtevtap formal, goatriven
measures applied in formal organisational units such as work groups or departraemtere termed
organisational.

Similar to thestudy we conducted in year 2 (see D1.2), we again distingditsbtween the formal and
informal dimensioni f or mal 6 refers to official projeots o
agementorinovat i on manformgbamessurdsieempléyedby the initiative of individugs).

In these cases, ambers of the organisatiato not getofficial supportfrom the organisatianThese
measures angot prohibited in the organisation, tare alsmot encouraged.

Besides gettingnsightson each measure,wasalso interesting to compare these measures with respect
to their linking to other organisational measures or initiatives (part b).

Topic 3: Barriers: Ways to overcomebarriers hindering knowledge maturing
a) What barriers do you think affect
Uall or several phases
Utransitions between phases
b) Can barriers be further specified
U(inter-) personal level
Uwork context
Utechnological barriers
Ucaused by organisational culture
Upersonal interdependencies (personality, traits)
Uorganisational structure

The main focus of this topic contained two aspects: Firstly, we wanted to know which and how barriers
have already been overcome for knowledge maturing. Secondly, we also asked more generally abol
other barriers that ctdiaffect the organisation represented by the interviewee. With this topic, we wanted
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to extend the findings of the representative study, in particular about the classification of barriers, in ordel
to give help for management decisions about successiwl&dge maturatiorilhis goes in line with the

key findings of Rieg€2009, that knowledge sharing barriers can provide help and a starting point for the
effectiveness of knowledge managermaectivities. Barriers can help us to identify the potential for
knowledge sharing and therefore can assist companies to develop a knevadseddebusiness view
(Riege, 200h Besides research abdbe quantitative occurrence of different classifications of barriers,
the classification can also help to discover greater relations. Forexanwpla t he barrl-er s

i t y o issamtchuityiinl software applicatioas oc c ur t o g enisatian and sonthisacanénrd o r g
cate to further technical barriers.

Topic 4: Information technology: Appropriation of software for knowledge maturing?
a) Which software is usetwithin all or several phases

Ufor transitions between phases

Uto supprt knowledge maturing activities

U(in)formally

b) What are the differences between units in appropriating software for specific knowledge maturing
purposes, i.e. how is software actually used?

In conjunction with topic 2 and following up questiohd? the year 2 study (see D1.2), this question f
cuseson software supporting knowledge maturing in organisations (part a). Besides targeting specific
phaseswe especially wanted to gain information on how transitions between phases would be supported
Beddes focusingon the phases, we aimed at gettingdhn picture on how software is actually used for
knowledge maturingThis was deemed particularly important because in most cases in the year 2 study,
standard software (e.qg., office software, wikis) wantioned as being used for knowledge maturing and
we wanted to extend this information about what software was used by how this software wae used.
do so, we asked specifically for how the softwheel beerappropriatedjncluding usagebesidesthe
flofficialo use(see DeSanctis and Poole, 1R%his would allow us t@reate a more wdepth analysis of

the actual useof software supporting knowledge maturireggpecially considering thaaccording to the
results of the year 2 studynere seemdto be no distinct support for knowledge maturing alisghases

(i.e. phase transitiongpart b).

Topic 5: Plans: Goals and measures tenhance KMplanned for the foreseeable future

a) Timeframe 15 years.

b) What goals and strategy are pursued?

C) What measures are employetlcommunity
Uorganizational
Usoftware

d) How are these measures assessed?

The fifth topicis seen to be in conjunctiamith topic 2 Topic 5 aims at data on planned measuresto e
hance knowledge maturinghereas topic 2 asks for measures engidayrrently or in the pasCon-
guently, we also distinguish between a community, an organizational and a software di@aensimpic
2. We aimedat a timeframe of 3 yearsi.e. the future foreseealthy the intervieweeAgain referring to

% Which locally installed or webased software is used for each phase?
a) fAofficiallyo endorsed by your organisation
b) fAi nf or mal | hgcBisnotsupported Hyoydbur oxganizationw
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another opic (topic 1), the last part of this question (part d) asks for how planned measures are suppose
to be assessed.

3.3.5 Individual Topics

In addition to the general topics (see section above), each case study focused on an individuagtopic. Th
se topics are desbedin the following

FZI1 and FZI2 - specific barriers and problem situations in KM

For the case studies FZI1 and FZI2, we focused on the collectioanaysis of barriers in detail and
ways to overcome thenThe results of the representative stutipvged the importancef identifying
barriers forKM. The identification of barriers can be crucial for knowledge managamenganisations
(see also Riege, 2003n our individual analysis we aimeat finding possible matches between barriers
and the specific context of a situation. Also we wanted to gatiditionalbarriersdeemed important by
representatives of the organisatitnys extending the general résiof the representative study.

TUG - observing/analyzing maturing processes in company/customer knowledge base

For the case study TUG, we put emphasis on the interactions between employees in the area of custorr
support and how these interactions argaly organized in the company as well as supported and med
ated by different software products. Particularly, we analyzed changes of the interactions durihg the co
laborative development (eamuthoring) of an artefact (learning object for customers) aowl these
changes are reflected in the organization@s kn:
resentatives we gained a shared understanding of maturing activities and mapped changes of softwar
enhanced interactions to the phases of tha MRE model.

UIBK1 - knowledge maturing indicators

In addition to the common topicik case study UIBKIwve put special attention on knowledge maturing
indicators(see sectio®.2). Knowledge maturing indicators can be seeprasway ofassessingchanges

in) maturity of knowledge. Theutcomes of the representative study (see D1.2, sectiosubgest that

the knowledge maturing indicatadentifiedin the MATURE project are deemed to suit wellthe co-

text of participatig organisationWith respect to the case study UIBK1, we aim at researching whether
knowledge maturing indicators are currerdtyprospectivelyused in the targeted organisation in order to
assesgchanges injnaturty of knowledge In order to collecbpen-mindedreflectionsfrom the perspe

tive of the researched organisatiove decided to not go thrghthe list of knowledge maturing indie
torsitem by item but insteadink andalign the general topics of the interview guideline to the topic of
knowledye maturing indicatorsvhen deemed applicable.

UIBK2 - adaptation of softwarefor KM in general and for specificphases

For UIBK2, we focused on software with two distinct lenses: A specific solution including software that
aimed at improving knowledge hdling and knowledge work in the studied organization was focused.
How the members of the organization, specifically a community of practice, make use of this EM initi
tive wil/l be the fir stTheseandleosill bduked o&xplae howactual v i d
software toolsprovided by the organisation aemployed for coping with knowledge intensive work.
Especially how members of the organisation cope with changing tools across the different KM phases
(i.e. the transitions between the pba) will be of interest.

UPB sociofacts as a factor of on knowledge maturing

The UPB case study was conducted at an outsourcing company which focuses itself on the relationshi
between knowledge achievement and process improvement. Therefore, inlpsis amawant to enable

a special view on the mutual dependencies between artefacts and sociofacts. This means notaenly to ar
lyse the use of software tools for knowledge maturing in the company but also to gather a more systemi
view on the relation betvem artefacts and sociofacts. Thus, the analysis of the UPB casevsisidyd-

ed by the lead question: How can Sociofacts contribute to and improve knowledge maturing? Im this co
text we understand sociofacts as capacities to perform specific actionsamhiaiated to a topic and a
target group. In addition to the social dimension of their intended action sociofacts mostly are goal
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oriented. Besides their internal individual aspects, sociofacts have an external representation, observab
as social intergtion and as activities of individuals within groups. The topic related actions in groups
include a different degree of shared topics and a common understanding of those topics between the i
teracting group members. This social interaction, often suppbytetigital media, also effects the are

tion of associatedrtefacts Therefore, as a result of that kind of social activity (e.g., delivering emails in a
working group, using a Wiki cooperatively), we also genegigtiefacts This topierelated communicain

and the resulting social interaction establish a specific workflow in a company. ThaalesbArtefact
Actor-Networks (AANs)(Reinhardt et al., 20Q9nay indicate the existence of related sociofacts and can
be used to escribe and analyse them. The concept of sociofacts supports the analysis of existing socia
networks and associated topics the network is dealing with. Regarding sociofacts and AANs shifts the
focus of analysis from the use of a specific software toal meore broadened view of mediapported
topic-related communication in a social network within a group, a company or an organization.

UWAR - inter-organisational learning and interactions/relationships between individuals across
organizations

The UWAR cae study focused upamCareers Innovation Group (CIGhhisgroupwas formed of ind

viduals (in senior positions involved with career guidance management, training or research) interested il
knowledge development, sharing and maturation in careers guidemedocusof the case study \sa

upon learning, development and knowledge maturation in a distributed comniingtparticpants wee
members of this group because of a shanéetest in knowledge maturation in career guidarides

topic mattered a ges deal to the participants (as an object of pressing concern) but it also had deeper
significance and meaning for the participants as it was bound up with their emotions, feelings, sense a
identity and imagined futures. It was concerned with the futatieer than being grounded in daily work
activities,andsocomplementethose caseatudiesbased in a single organisation.

3.4 Summary

This section gave an overviev the design of the idepth studyBased on the existing KM landscape
representing a majorapr t of WP10s outcome of t he fandrinputs t w
from WP2 WP3 and WP4which particularlyput special attention on software asetvices we defined

the scope of the idepth studyThe consortiunagreed on focussing the follawg topics:

A (PerformancgReasons for better performing knowledge maturing than others.

A (Organisatior Organizational measures that are deemed to support knowledge maturing.

A (Barriers) Possible waysf overcoming barriers.

A (Information Technology T -oriented measures that are deemed to support knowledge maturing.

A (Plang Plans for introducing organizational and-dfiented measures in order to (further) enhance
knowledge maturingn the future

In order to investigate these collected topics at diffepegdnization sites, waecided on a multiple case
study with acommondesign which incorporated individual case reports and a jointly conducted cross
case analysidVithin these casese employed several methodidata collection and analysise.inter-
pretativephenomenologicadnalysis, sembstructured interviews, participant and workplace observation.

We relied on a purposeful and convenient samplangselecting organisations to studye aimed for
organisations which we had prior relations with aridch weredeemed to provida-depthinsights into
interesting aspects with respect to knowledge matuvifithin the studied organizatisnwe started with
one interviewedn a key informant interview who providean overview of the organization, higiitited
aspects currently performed with respect to knowledge maturing, aretestiablishing contact to rfu
ther interview partners which we collectading a snowball approachAdditionally, we also collected
data from an inteorganisational organisatipaoncretely grofessionahetwork thatot only deals with

the topics of knowledge development, sharing and maturation, but connects professionals in the domai
of careers guidance which is what two instantiations of the MATURE project focus as appljzatti
ners.Criteria for selecting interviewegsimilarly to the representative study befamereamongst others
proper work experience with knowledgeensive work, a broad view of the organization and knowledge
of IT. Additionally, we made sure thate interviewed members of different departmeantsn case of the
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network even of different organisations,order to cover diversity and multiple viewpoints on the topic
of knowledge maturing.

The indepth studyasplanned taccomprisetwo parts:a comnon part, consisting of the five topics above
and a studydependent part focusingn an irdividual topic. We developedin interview guideling(see
section3.3.4and appendix.1) for the common parthat was intended to support the discusssoand
joint reflectionsduring the interviews and covers open questions on the five common topics.
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4 Results

This sectiorpresents the results of thedepth study. For owsevencases, sectiod.1 presents an ove
view as well as a brief summary on the context of the study and key fin@iagsd on thelata of the
individual casessectiond.2focuses on the crogase evaluationonsistingof five topics.The evaluation
will be aligned to a integratingmodel, which we present in sectidr8. Finally, sectior4.3 presentghe
impact of theresults and impact for the project aretton 4.4 elaborates on lirtations for the irdepth
study Finally, sectiom.5summarizes the results of thedepths study and concludes this section.

4.1 Facts about Individual Case Reports (Summaries)

Following the common approach described in seclisevencases wre studiedby individual partners,

with continuous interaction with each other in order to enanmarly exchange of interesting results so
that joint intepretation, crossase analysiand thoughtsibout the potential impact on the project, garti
ularly the parallel activitieef demonstrator and evaluation teams, could be started as early on as possible
The comprehengé case reports created by the partesponsible for the individual case can be found in
the appendix (see sectign?). Based on the recommendationWwalsham(1995, this section will po-

vide the followingdata on the case studies. The first part, including

A Whatother data sources were used (method of data collection)

A Research sitand unit of analysishosen(organisation)
A Number of people that were interviewed (no. of participants)

is described irtable 1, together with thelort name of the case in column one and the method of data

analysis (see secti¢h3.2 and the individual topic.

no. of
- partici | . . . _ method of _
case organization fici- individual topic Qata collec- | method of data analysis
tion
pants
Fzi1 large, intera- 15 analysis of bai¥ | interviews; reflection of work enw
tionally oper# ers in detail and | field notes of| ronments;
ing company in ways to overcomq observations| field notes and transcripts
industry sector them of interviews as basis for
headquarters ani gualitative content analysi
many affiliated
companies in
Germany
FzI2 large, intera- 5 analysis of bai¥ | interviews; | joint reflection of work
tionally opera ers in detail and | field notes of| environments;
ing company in ways to overcomq observations| field notes and transcripts
automotive se- them of interviews as basis for
tor in Germany gualitative content analysi
TUG mediumsized 2 observing/ara- interviews reflection of work eni
software comp- lyzing maturing | field naes of | ronment, field notes, tra
ny processes in observations| scripts of interviews as
company/fcus- basis for qualitative ¢o
tomer knowledge tent analysis
base
UIBK1 | large company |7 knowledge ma- interviews; | (joint) reflection of work
in industry se- turing indicators | field notes of| environments;
tor (Germany) and indicators observations| field notes and transcripts
with respect to of interviews as basis for
performarte of gualitative content analysi
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knowledge ra-
turing
UIBK2 | large company |5 adaptation of interviews; | (joint) reflection of work
in service sector software for KM | field notes of| environments;
(Germany) in general and for| observations| field notes and transcripts
specific phases of interviews as basis for
gualitative content analysi
UPB large, globdly 7 barriers of interviews; | (joint) reflection of work
operating co- knowledge sha | field notes of| environments;
pany inthe area ing; lean proces | observations| field naies and transcripts
of knowledge es and outsouf of interviews as basis for
management ing of KM; inter gualitative content analysi
(Poland) organizational
learning and
knowledge ra-
turing
UWAR | Careers Innoa- | 14 inter- interviews Interpretative Phenomen
tion Group organisational and partic logical Analysis: ido-
learning pant obse graphic focus insights
vation into how interviewees, in
the given context, make
sense of the phenomenor
of knowledge maturation

Tablel: Overview ofcasestudies

The second part of the recommended daté&/aisham(1995, comprising the following points:
A What hierarchial or professionalole the participant®ccupy
A How field interviews and other data were recorded
A Over what period the research was conducted

A How data wasanalysed and hotheiterative process between field data and theory took place and
evolved over the

will be enclosed in the summaries of the seven cases which are presented, together with a short summe
of the main findings, in the following subsectiofds1.1to 4.1.7). The comprehensive caseports of
each case study can be found in the appendix (set&pn

411 FZI1

For FZI1, we visited a construction and multi service company in Germany. This company operates
worldwide. The citeria for selecting this company atieat it is a large company (criteria used from
(OECD and EUROSTAT, 200} that employees and managemarginterested in knowledge mareg

ment and FZI had already contact with this company in agoimg project about the usefulness of Web

2.0 tools for some departmenirthermore the congmy was part of the representative study and willing

to participate in the kilepth study as they were opeiinded to the concept of knowledge maturing.

The unit of analysis of this case study is a set of fifteen knowledge wdtkardepartment leaderadh
five team membersiho work togetheor had previouslyworked togetheon different projects anded
partments. The professions of the individuals are mixeti ding construction enginegrenembers from
the knowledge management team and the knowledgeges, i.e. the head of the knowledge manag
ment departmenDuring interviews field notes were takerRecording was not alloweat all. For two
interviews alsdaking field notesvas prohibited.

In the case study FZlBhll common research topics are azkied (see secti@). Additionally, special
attention is put on the analysis of barriers in detail and how some of these barriers have been overcom
Another focus of the interviews was to identify existingrieas and to examine the possibilities for the
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introduction of Web 2.0 tools in the organisati@ecause the company struggled to introduce Web 2.0
tools successfully by itself, the analysis of existing barriersti@sain motivationfor the company for
participating in the interviews.

In generalthe interviewees state that knowledge maturation is performed quite well in the organisation,
in particular the phasdH (Formalizing)to Vb (Standardisingare supported very well. This is justified
by compaison with competitors.

Some work processes of the company are not well defined for the first phases of the knowledge maturin
model, thus the current organisational culture does not really fit for the introduction of Web 2.0 tools for
knowledge maturingA better support of the first phasefsthe KM phase modé$ planned.

Also, the barrierdack of informationand communicatiorare important, because they lead to the barrier
lack of trust . For theseniormanagementhe barrierpersonal interdependeres (e.g. personality traits

or different individual skills) igperceived ashe most important barrier for knowledge maturing, because
different personalities act in given situations differenitlgck of timeis a barrier that has been parthy r
solved andnly exists at a low level, although it is still perceived as important.

Finally, personal contacts are preferred by the interviewees. This limits the beneficial effects
knowledge exchange and knowledge maturation is handicapped because onlyranstrelbf persons
share their information. This leads to the barfiear of losing power

Further steps focus on transforming the organizational culture to more open discussions and transparenc
This process has been acknowledged by some intervieweesegnubtisider this a process, taking some
years, which has already began with focus groups for the introduction of a Wiki.

412 FZI2

For the FZI2 case studywe conducted research on a large car manufacturing company egecates
andservesnarketsworldwide ard is basedn Germany.Thecriteria for selecting this company are that it

is a large company (criteria used fr¢@ECD and EUROSTAT, 20Qpand prior contadiad been esita

lished with this company.The companyperceives itself aperforming very well in the context of
knowledge maturation anitl is therefore useful for the MATURE projects to see, how former barriers
have been overcom&he research of these barriers has also been requested by the company ritself. Fu
thermore, the knowledge management department recently launched some innooktiaad perceived

the interviews as a possibility to reflect on knowledge maturation.

The unit of analysis of this case study consists of five employees (two team leaders, two softivare eng
neers and one construction worker) who work together or hadopsty worked together in different
projects and departments. The professions of the individuals are mixed, for example construction eng
neers or software engineers. The interviewees compared themselves with other departments and compe
tors.During intervews, field notes were taken. Recording was not allowetdd notes of thee interviews

were used for joint analysis.

In the case study FZJall common research topics are addressed (see s&tiomd additioally again
special attention is put on the analysis of barriers in detail and how some of these barriers have-been ove
come.

In generalthe interviewees replied that knowledge maturation is performed very well in the organisation.
All interviewees thinkthat phase Vb (standardisation) is supported best, although other phastge&to
significantly less supportn particular,the phases léexpressing ideas)b (appropriating ideas)! (dis-
tributing in communities) lll (formalisation)and Vb (standadisation) are perceived to be performed
most effectively with an emphasis on Mistandardisationpecause of many iterations in this phase.

The company has a constructive discussion culture. If the employees have the possibility to participate il
differert discussions, then this is seeragmsitive indicator for knowledge maturation. Multiple different
multidisciplinary work settings support and need this constructive discussion culture in this company.

Also, knowledge maturation is perceivéa be moreeffectivein the construction departments, because
the departments are better connected with each atitetherefore share and exchange information about
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projects and other work related aspects more efficieifittys is achieved through different toolse
wikis and forums and also via regular meetinglso, aspects like ifhouse exhibitions and the use of
latest technology, e.dooking at computer constructions via 3D technology, support the knowledge ma
uration procesby the distribution and presetion of ideas and products within the company

A research and development forum, and also a business innovationdiepanrt of the broad variety of
different technologies and software which the company uses. These forums are frequently used by a hig
number of participants, but lack some expektso, social media software is being uded accessing and
maintainingpersonaprofiles of the employeesonsisting of job related informatidike, e.g., professian

For the barriersprganisational cultue, lack of timeand lack of resourcesre barriers that have been
partly resolved but also still exist and are perceived as still important. The employees miss support for the
Phase la (expressing ideas). Although the employees know that there is immaetiiaaecessary, the
interviewees camot determine the exact start of the support of this phase and they consider this a long
term process.

Open communication is performed very well and is also a key factor for the success of phase U-(distrib
tion in canmunities)of the knowledge maturing model. New ideas are discussed and thereforepalso su
ported in forums. These forums have also replatitional suggestion systemshich were based on
paperandpencil,in the company. Finallywith this action moreesponsibility has been given to theiind
viduals and teams. Transparency and more discussions are the results of this organisational culture al
less hierarchical structures. Alsa total quality management system has been established, to lower the
risk of new barriers.

413 TUG

The unit of analysis of this case is a small company in the sector of computer programming alkd consu
tancy (NACECode 62) with around 20 employees. There are two main interacting aredevel@pment

of softwareproductsfor differert branches, such as horticultural production and trade, reservation sy
tems and event management, anddhstomersupport The company consists of a home office situated

in Graz (Austria) and two branch offices for custommgpport abroad, one in Germaagd one in the
Netherlands.

The company has been chosen as unit of analysis due to its prior relationships to TUG as wel as its r
flectiveness about organizational and technological measures fostering collaborative learning processe
The casereportibased on two extensive interviews with
employee responsible for project management, as well as on information gathered in the context of a s
ries of meetings held in advance of the case stlildg.two interviews wer audierecorded, transcribed

and afterwards analysed by means of a qualitative content analysis.

An encouraging outcome has been t h-sntdel asoanmplgiuh y 6 s
concept to picture learning sequences in their company and tesaduarriers in distributing and dec
menting knowledge. Collaborative learnipgpcesses with respect to custorsapportaretriggered by a

new and specific customezquest that canot be answered by retrieving information from either thé-ind
vidual ororganisational memory but may instead require contacting experienced colleagues or exploring
and searching internal databases or the web. Insights gained during this early phase of maturation a
stored and externalized by means of emails or telephonse. rintease of being repeatedly confronted
with the same customeequestthe responsible customer advisor may create an FAQ in order to ensure
the distribution ofthe approach tahe solution, so to crystallize procedural/implicit knowledge and to
shortenthe future procesef searching for functioning operators in the probkgmace of the distributed
cognitive system of the company.tife idea to deal with the custont@quest gets legitimation and is
enriched by contributions of other team members énciturse of meetings (e.&CRUM meetings) the
knowledge becomes further formalized by turning the FAQ into a new chapter of the softwarerdocume
tation realized in form of a wikbased manual. This formalizatistep consists of the consolidation of
seveal drafts: Wikiarticles of different employees are firstly collected in a file only accessiblenby e
ployees of the company and secondly stitched into a coherent whole. After this document has met som
quality criteria, for instance readability, its camtés released as a new leimgnmodule also accessible
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by customers. If they approve of this extension ofihki it will become a standardized part of thetsof
ware documentation and procedure in custasueport.

With respect to measures to support klemge maturingthe emphasis is on tHack of hierarchical
structures to facilitate less bureaucratic mechanisms and a social basement oflietveorangements.
The focus is on a physical layout supporting feeéace communication which is regardas the most
effective way to convey ideas and all their associated layers of context necessary to understand them.

Conducting SCRUMmeetings is seen as an important measure at the community level by providing a
formal structure for communities of practitediscussurgent tasks and tevaluatethe progress of the
softwaredevelopment. They contribute to an opamded organizational climate that supports cognitive
flexibility when searching for new ideas. They increase the transparency of relations aamongén-

bers and their approach to solutions and thus are regarded as an important factor for newcamers to b
come familiar with socieultural practices.

Moreover, the compantakesmuch effort to introduce softwatsased solutions for the improvement of
formalization processes$-or instancethe implementation and continuous advancement of an internal
Wiki should foster documentation of problem solvififpe company has also implemented a widget
based software combining several services such as a colledgtigat to collect and structure resources
(e.g. Webresources or articles of the internal wiki), a discussi@iget to engage in dialogue about-co
lected resources or a taggingdget to enable a more flexible organization and effortless retrievability of
resourcesAs media disruptions in the course of one task are seen as detrimental to individual as well as
collaborative learning processdéise implementation obnesoftwareproduct supporting different aspects

of a single task is a highly prioritizethé softwarebased goal to be achieved within the next three to five
years.

4.1.4 UIBK1

For UIBK1, alarge company in the industry seciorGermanywas selectetbr investigation The major
reasons for considerintyis companyas a pronsing candidate for resedning knowledge maturing are:
(1) It is a largecompany(criteria used fronfOECD and EUROSTAT, 200band provides its employees
performing knowledge work with access to an elaborate technical infrastructure and several different
systems. (2)t follows the approach of management by objextirucker, 1993 implemented with the
help of different masurements which could possibly be related to the area of knowledge maturiigg. (3)
employees showed high interest in the area of knowledge managemdResédychers of UIBK have
already had contaetith some employees dfie companyThe unit of analsis of this case study is a set
of knowledge workersvho work togetheror had previouslyworked togethetowards a common goal.
During their timeatthe companyall of them switched between different subsidiaries and between-diffe
ent departments withione subsidiary.

In the case study UIBKXll common research topics are addressed ectioid). Additionally, special
attention is put on indicators of knowledge maturisge( sectior®.2), their possible occurrence andp
tential usage in an organisatidrne questions of the interview guidelire=¢ sectiof@.1) were linked and
aligned to tls topic, when deemed applicable.

In total, seveninterviewswith employees irthe following roleswere conducted by two researchers of
UIBK (number of interviews in brackets): head of department (2), project managert{tjis@ constH
ant (4) The first three interviews were performed in a setting of two interviewers and ongewvee.
Theremainder offour interviews were conducted in a one to one settagh During interviews field
notes were taken. Together with recorded and transcribed intertievigld notes were used as inputs
for qualitative content analys{e.g., Mayring, 200Ythat was performed by interviewers.

The case study UIBK1 was successful in investigating the five common research Foptilesermore,
interviewees provided rich information about knowledge maturing indicatatgndicators with respe

to performance of knowledge maturinthe qualitative analysis of data gained from interviews and field
notes led to highly interesting resulihe keyfindings arebriefly summarized in the followingara-
graphs

33



The awareness of employees of knowleggmagement in general was deemed to be one ijarfor
differentiating between organisational units based on their performance of knowledge mdthisng
awareness is seen as being strongly influenced by senior management.

Several interviewees emplied the importance of people playing tioée of a ficlaiman®. This is not a

formal role that is recognised by the organisation. It descsbemoneideallyin a relatively powerful
position who stresses a demand to change and enhance current kn@amkbegk not accept any beha

iour falling short of the agreed changed practice or process, especially not falling back into the routine
practice or process before the charljeomeone takes up thidle, it is deemed much easier to follow up
ongoatoriented further development &howledge related to artefacsociofacts or cognifacts

The kegitimation by supervisor(s) g&en on the one hand as a possible barrier to knowledge malbwuiting

on the other hand asucial and agivaluable filtep allowing only selected knowledge to develdpis is

also closely related to the role of a claimant. As this role is not an official role implemented, e.g., in 0
ganisational guidelines, it is taken by volunteers. If there is no employee (ideally in a powetfahposi
who wants to takeip responsibilityand claims the further development of certain knowledge, it is not
going to happen

Related to the strong influence of legitimation by supervisors, it was stated that if in phase Il Zformali
ing) of the KM phase mdel an official commitment is made by a supervisor and/or management panel,
the idea will be standardized. Hence, the decision of standardizing or not is already made in g relative
early phase. Once the standardizing phase is reade&d ideas might kd to further improvement
through starting a new instance of the knowledge maturing phase model.

An organisational measudeemed importarandimplementedvithin the company isupervisorsacting
as boundary spannelise. leading teams (possibly of othsupervisors) in different subsidiarieghis is
seen as having a positive influencetb@exchange and development of knowledge in general

Another observation madeitv respect to knowledge maturing in genasathatsystems (or locations)
where digithresources are stored are deemed to indicate different levels of madlgitystandardized
knowledge is locateih a dedicated document management system.

4.1.5 UIBK2

Besides addressing the general research topics, the UIBK2lsasimed at focussing omé appropa-

tion of software for knowledge maturing. The case study was conducted at a large IT service provider ir
Germany. The organisation was chosen for different rea3dwese was a prexisting relationship é&-

tween the studied organisation and tesearcher, in particular a collaborative research project and prior
studies which were conducted thefae company is reflective of knowledge management in general and
has already been familiarized by UIBK with aspects of knowledge maturimthermorethe organia-

tion provides two distinct views on the use of IT tools: the view of a user and the view of a producer. The
sector of the organisation is classified as highly knowledgnsive(OECD and EUROSTAT, 2005

The organisation has about 500 employees, not including two subsidiary companies. Alteaugfoth

ty of employees are located at its headquarters, it has three smaller sites. It provides a variety of IT base
services, ranging from consulting, application support and IT solutions to application hostingt-and ou
sourcing solutions in its own comjing centre. The organisation is active in several sectors but has its
focus on the utilities sector. Different business areas within the organisation seem to have individual
working cultures which may be explained by different historical developmenitesé aareas and diffe

ent working requirements.

As a unit of analysis, two different communities pfacticewithin the organisation were chosen: the
group of employees using a flexible office spélgkaier et al.,, 200Band t he Ai nnovatio
organisationwhich were both situated at the headquarters. The groups were chosen as they both have
high affinity towards improving withegardgo handling knowledge and are also open to using new tec
nologies.

Interviewees were selectedcordingto the general sty guidelinegsee sectio.3.4. Especially, work
experience gained in different departments or gained in different environments (e.g., due to working in
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projects with different organisations and team compositions) was simmetaAll in all, fivepeoplewere
interviewed: a consultant, a team leader, the head of HR department, the head of the internal @mmunic
tion department and a project manager.

Data was collected using the following methods: sstmictured interviews, @oment analysis (of mai
ly concepts, meeting minutes and presentations), participation in meetings and informal meetings witt
employees. Interviews and informal meetings were conducted in a neutral arehdpenvay

Interviews were conducted in two seqoes: the first three interviews were conducted focusing on
knowledge management and knowledge maturing in general. The second sequence of two interviews we
conducted using the study guidelifedlowing more onthe generatopicsof the indepth study anthe
appiopriation of software Interviews were recorded and transcribed. Additionally, field notes were taken
during interviews. The data was evaluated using qualitative content ariilgsisng, 2007.

The general view among the interviewees studied was that they considersdltiesnsuccessful with
respect to KM. Personal relationships were seen as a main facfperformingbetter with respect to

KM than others. This perception was based around key KPIs (i.e. duration of projects or a product deve
opment beingcompletedon hudget) used in the respective organizational units of the interviewees.
Communities (of practice) were seen as a major means of supporting building of personal relationships.

Besides this personal level, communities were also deemed to improve KM orl Esxedsaof the m-

turing model(i.e. 11 i distribution in communities, la expressing ideas and lil formalizing). Con®-
guently, communities are supported by the organisation thraughge oimeasuregsee sectior7.2.9.

A main challenge seen in the organisation was the transition from topics that evolved in a community
based setting and then needed to be brought into a broader organisational setting, e.g., when contel
which were developed in th&/iki would be formalizednd therefore used in another context andper a
plication.

If these communities kdao deal with software that imposed too many restrictions or that was inconve
ient in some way, they tended to circumvent the software. This was also true for tools yofecjalred

by the organisation. It seemed that evolving structures in communication and behaviour of these comm
nities superseded structures imposed by IT tooloagahisational measures.

In later phases of the KMM, different backgrounds and contefxesnployees working togethevere
seenasmainreasons foteading to issues in communication. Although meas{ges, trainings on waér
ing in projects)were introduced to solve this issue, it is still one of the main areas of irfardésture
improvemers with respect to knowledge maturingtlire organization.

416 UPB

For the UPBcase a large, worldwide operating company in the area of management consM&SOEy (
Code 7) with more than 90.000 employees and subsidiaries in over 30 countries was selesitbxs Be
consulting services the company is providing technology services, outsourcing services and lazal profe
sional services. The interviews were conducted in a Pollssidiary of the company.

This unit of analysis is mostly engaged in the area of bssiostsourcing services. Henceforth, we will
refer to this company as BPOC (Business Process Outsourcing Company). The main reasonslfor consi
ering BPOC as a candidate for ourdepth case study were: (1) the company itself is focusing on
knowledge maturig in order to restructure and outsource business processes of their clients with regaro
to quality, time and cost. They simultaneously want to restructure and improve their own consoiting pr
cesses. (2) This service for lean business process managefrghtyigormalized according to the ©o
panyds gl obal business process model . I't was i
the strategy of knowledge maturing of BPOCOs t
the know edge maturing model of MATURE. ( 3) Based
transition teams and their clientbés employees
social networks on knowledge maturing (a) within BPOC, (b) in $eafrthe clients and (c) between
BPOGtransition teams and client teams. (4) Finally, the supportive role of software tools for those
knowledge maturing processes could be analyzed with specific regard to the evolution and the maturatio
of sociofacts.
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In addition to interviews with seven representatives of BPOC (L&D ManagemBnBusiness Partner
Compensation & Benefits Leatl Department LeadDelivery Excellence representatjvdiscussions in

small focus groups on different topics of KM were conduckdtkr the transcription of the recordat i
terviews and discussions and the evaluation of the field notes, these inputs were evaluated using qualit
tive content analysis methods.

Some of the main findings of our case study can be summarized as fdllesviansition(i.e. the po-

cess of outsourcing)f b usi ness processes of BPOCGO6s <clilknts
ized procedure that is based on experiences of former engagements with other clients. Therefore, the tra
sition of business pomsses can be regarded as a process of approximation to a global best practice co
cept. Nevertheless, contextual conditions of a specific client are considered. A GPM (global pradeess mo
el) database provides documents which support these efforts aralfisutgect to continuous imprev

ment in compliance with quality management regulations. Thus, the related knowledge maturirgg proces
es within BPOC can be identified on tagefactlevel as well as on the sociofacts level. Ondhtefact

level there exiswell defined document types which describegoing transition processes on six diffe

ent levels of abstraction. Thesgtefacts which are ceoperatively generated and edited, are bases for
di scussions between the BP @foydes as wealliad for omternat dsseum a
sions of the BPOC staff. The maturation of these documents and their status of approval are processt
after a predefined concept of quality assurance. For the needs of quality analysis of the revised busines:
procese s , KPI 6s (Key Performance I ndicators) ar e
processes can also be regarded as a key indicator of knowledge maturation. Furthermore, the interviewe
confirm, that the MATURE knowledge maturing phase modsirislar to the phase model of business

process management within BPOC. For the needs
a wiki are used as a mediased forum for open discussion in the company. Team members represent a
broad varietyo f expertise in order to i neaeglaecd sompetitidng t €

mativational awards, an incentive system and annually arranged googsentation and idea exhibitions
contribute to reduce communication barriers between teaqppog informal training, foster team bl

ing and the emergence of a cooperative identity. The subjects of formal training in BPOC are closely
linked to the needs which were identified during the implementation phase of approved standaweized pr
cesses. Téhcommunication between clients and the BR€dln is organized on a governance model and
mainly takes placéetween two persons (single point of contact) who are responsible on both sides for
those changes (client: project manager; BPOC: transition teatar)e They can be regarded as boundary
spanners using boundary objects to achieve a common shared understanding. Finally, we recognized,
the sociofacts level of knowledge maturing, that social interaction within BPOC and with the atients o
curs in accodance and in mutual dependency withoperatively generateartefacts This also provides
evidence for existingrtefactactor networks and their important impact on knowledge maturation.

4.1.7 UWAR

Careers Innovation Group (CIG) is formed of individuals @énisr positions involved with career gui

ance management, training or research) interested in knowledge development, sharing and maturation
careers guidance. Hence all the participants are, inter alia, interested in knowledge maturation, and in tt
original MATURE application it was proposed that we work with this grdume unit of analysisvas
interstices of individual and group action (across organisations, perspectives and disciplines).

Methods for data collectionomprised 4 interviews (senior cargeofessionals, but all of equal status
within the CIG); participant observation by two UWAR researchers; document analysis (minutes-of mee
ings, contributions on website @tcparticipation in linked meetings; and researchers talked about the
phenomenonvith participants in related practice contextgerview and other field data were written up

as case notes. The CIG started in October 2007, and the two UWAR researchers have been reflexi
about knowledge maturation processes and the research haerbg@ng since the start of the M

TURE project in March 2008.

Interpretative Phenomenological Analysis (IPA) was used as the method for data analysis. The insights ¢
the interviewees / participants, in the given context of the CIG were examined aseithéy tnake sense
of the phenomenon of knowledge maturation. Tdes on knowledge maturation was because this was
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the driving rationale for the group as a whole and it was seen as having personal significance for membel
of the group as well as for thatfire development of career guidance as a profesatoone level the
iterative process between field data and theory is built into IPA as an approach, and at another level th
substantive issue itself (processes of knowledge maturation) is the sulblfectMATURE project, which

is also theoreticaljnformed by the MATURE model and the analysis in this report has been organised
according to the precepts of the model.

The CIG was chosen as an exampletdr-organisational learningelected as additiontopic, because it
was felt that the MATURE project should consider knowledge maturation processes that occur outside
organisations as well as within them.

CIG was set up with the explicit intention of helping individuals in an-otganisational setig advance

their individual and collective knowledge and understanding of careers innovation processest-Membe
ship of the group was seen to provide a platform for dialogue between academics and employeks in ident
fying O6innovati onodermmtnda &ti ideiatsidbe F.orl td ealed @ ponf f e
and supporting a community of interest in policy, research and practice. Theigstil@ctive and it is
interesting that thisintesr gani sati onal 0 s p a c e éefleatimesorum svieetk thbyy p
can return to different issues and themes as these evolve, in a broadgroiticad context where the
organisational and opportunity structures in which careers guidance is embedded are themselves in flu;
A 0 s p ac e Gnbevsttanrkeep updo date, be -seifical, learn from experience, learn from new
knowledge, technology, and reflect on how people are brought up and the kind of lifestyles they seek wa
seen by group members as very valuable in helping to mature tloeitektye, individually and colte

tively, and for that knowledge to help members make sense of the field, contextualise their actitaities wit
in and beyond their own organisations and inform how their own practice might evolve in future.

Key aspects:
A Memberswere reflexive about the nature of knowledge maturation itself

A Members of the group had particularly strong overlapping personal and professional networks anc
the group acted as a form of Obridgingmesoci s
operates within distinct 6sil osd)

A Some knowledge maturation challenges have been surmounted but others semhaias @
knowledging the gap between current and ideal pradiefere the goal of using software tools to
support effective knowledge ma#tion in guidance can be practically realised

A The freely accessible careers innovation site utilises two main eleragotd for social netwde
ing (cloudworkg anda tool to allow comments on public documentsite to reply)

A Technologyenhanced boundaobjects (TEBOS)were softwarébased resources which supported
knowledge sharing across organisational boundaries and were conceibednasrycrossing
tools which could supposituated learning

A In order to enhance knowledge maturation procesdesuire, there will need to be a shift of focus
to support knowledge maturation in particular organisational settings as well as supporting learning
and development across the field as a whole

Knowledge maturation processes of the group had resulted ineanensb devel oping a or
0readiness to mature knowledged of how technol
in guidance practice. This learning and knowledge development had been achieved through scaffoldin
(support) andeflection in face to face settings where peers had been experimenting with technology to
collectively develop their understanding, therebyeogulturating and developing one another. Thd-cha
lenge for the future is whether social software tools can peodimilar support to take participants to
higher levels of understanding, which in turn makes the artefacts created increasingly usefulifor pract
tioners. The use of social software to support knowledge sharing for guidance practitioners is already
being sed in embryonic ways, but maybe to start to transform understanding of what is possible requires

4 See sectiod.2.3for further detail.

® The role of échnologyenhanced boundary objects (TEB@se more fully discussed in sectién
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a more Oopen pedagogy6 in the
tinue within and beyond the MATURE projett.

4.2 Topics of Cross-Case Analysis

For the crosgase analysis, we decidedrtarrow thefocus on the five general topi¢see sectiord.3.4.
Therefore, we jointly revisitethe goalsof the studyin a meeting in which we also shared resuolt the
individual analysis and interpretation of the case studliéth respect to the KMM landscape, we wanted
to (1) further refine the knowledge maturing indicators and knowledge maturing act{@tiegorm the
development of the guidance model ahe motivational model as well as (@ovide further inputs for

tool development (sefgure 8).
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T refer to

Knowledge Maturing
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into design

A’d to
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organisational units
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. Knowkec:gi:it}:east Hiang structure and
crosscase analysis explain
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software used for Know:egge Maturing
.. icat
KM activities NICICALOns
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topic5:
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ment of KM
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DEMONSTRATORS —> Guidance
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implement

crosscase analysis
topic 2:
Support of KM

Figure8: Intended impact of kalepth study results on KM model istape v3

6 See sectio® for further detail.
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As a result of this process, vaaalysed the fivéopicsof the interview guidelin@cross the cases indiu

ing a special emphasis on the impact on certain parts of the KMM landstape following, the ind

vidual results of the crossase angkis are first provided individually for the five topics. Sectib@then

takes on an integrative perspective and amalgamates the findings on guidance of knowledge maturing :
well as perceived impacts on performing knowledgduring in organisation3.able2 provides an ovwe

view of thesetopics andtheir relationshipgo the original topics of the interview guidelingsee section

3.3.9 feedinginto the crosxase analysi

topic of interview
topic of crosscase analysis guideline feeding
into the analysis
1 reasons for maturing bett@nore effectivelyXhan others categorized by, |1

e.g., sociofacts, cognifacstefacts
2 similarities and differences of measureskoowledge maturing aligned to | 2

community, organizational (and personal)
3 classification of barriers, e.g., technological, personal, organisational an| 3

cultural and types of ways to overcome them, e.g., financial, change mg

4 software uses in diffrent phases / for transitions between phases of 4
knowledge maturing model; how is software uséith wespecto KM
5 What measures are planned 5

Table2: Topics of the crossase analysis

In order to analyse the findings of edalividual case study in the context of the croase analysis
(section3.3.1), we agreed upon a muttered approackseefigure 9) which we follovedfor each topic of
the analysis: First, we did the initial analysis for two cases (UIBkifhd UIBK2). We then seeddde
results(using the MATURE Wiki and email for distribution of results as welVateo conferenes for
further explaining and refléing on them)back to the other interviewers who thidividually did the
corresponding analysis of their case with the UIBK cases as a refefdtegeall the interviewershad
finished their individual analysisve integrated these results intdiest joint analysis The result of this
joint evaluation was then reseeded to all interviewaeid again discussed and reflectedtogether with
the responsible intelewer by, e.g., via bilateral voice calls usiBigype. After this validation process, we
finalised the crossase analysisThe resultswe gained were used in orderitdorm further analyses on
guidance and also lezhd arepresentationf levers for improving knowledge maturing and their deemed
effectswhich isdescribed in sectiof.3.
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Figure9: Approach for Evaluation

In the following sections, we descrilige findings of the crossase analyses of each of the five general
topics.

4.2.1 Topic 1 dReasons for better knowledge maturing

The crosscase analysis of this topic was guided by #edl question: Why do people think that they pe
form KM better than others they compare themselvedridflie following, we present reasons why the
studied organisations and network perceived themselves asniegdknowledge maturing better than
others they compare themselvesltoorder to justify the reasons, we also provide short evidenceteollec

ed from individual cased:urthermore, the findings are categorized according to sociofacts, cognifacts
andartefacts

Accessibility of knowledge

A FzI2: Knowledge maturation is perceived beingoetter in the construction departments, because
these departmentsse so called knowledge data bases and Web 2.0 together, to exchanrge info
mation about project and comparelated aspect#lso with these interconnections they can better
focus on their own developmeimmstead ofdepartments that are highly dependent on suppliers for
the construction process of the cars. This has been put by an interviewee with the followisig
iWe are really good at knowledge maturation
invent the necessary tools and technologies ourselves. Other departments, but especially othe
companies rely too much on their suppliers. And if they dothi t hey donét have

t he s upplSothe crebtiarsadrtefactdand sociofacts are important at organizational and
community level.

A UIBK1: Quick accessibility and easy retrieval of knowledge is deemed to positively affect the goal
oriented and nonedundant transfer of knowledge. Mainly, this is related to both digital resource
on file shares used by a community or members of an organisational unit, on the Intranet and on th
Internet artefacty and knowledge bound to people (cdgaots).
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