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BENEFITS FROM KNOWLEDGE MANAGEMENT
SYSTEMS IN A COMPANY

VYHODY SYSTEMU ZNALOSTNIHO
MANAGEMENTU VE SPOLE_NOSTI

SUMMARY

The goal of this bachelor thesis is to introduce lkmowledge management works and
how knowledge management system may be benefaia company.

The bachelor thesis is divided into two parts. Theoretical part is characterizing
knowledge management as a developing disciplineimnoduces all important terms

connected with knowledge management and defines the

The practical part introduces the knowledge manag¢mand the knowledge

management system used in company Dance Perfeot,and evaluates its value and

benefits.

SOUHRN

Cilem této bakak&ké prace je fiedstaveni, jak funguje znalostni management a jaké
vyhody mohou do spateosti ginést systémy znalostniho managementu.

Bakal&ska prace je roztena do dvowdsti. Teoretick&ast pojednavéa o znalostnim
managementu jako rozvijejici se disciplipiedstavuje dlezité pojmy spojené s timto
tématem a definuje je.

Prakticka cast této prace zkouma fungovani znalostniho managiema systému

znalostniho managementu ve spalesti Dance Perfect, s.r.o. a hodnoti jeho vyhody.

KEY WORDS: knowledge management, knowledge, information, ,datgcit
knowledge, explicit knowledge, knowledge managensgstem

KLI COVA SLOVA: znalostni management, znalost, informace, datha tznalost,

explicitni znalost, systém znalostniho managementu
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1. INTRODUCTION

Nowadays the world is dealing with huge amountndbrimation. It used to be quite
difficult to keep them, so it could happen that théormation was not fully used.
However nowadays, thanks to the advanced techrespijiis possible to collect almost

all of them and store them up by a lot of differestys or in many various systems.

If a company wants to be successful, make profit b@at the competition it is very
important to have some knowledge and experiencet@rkthow how to get as many
advantages as it is possible from gaining, prongssnd storage of the information. It is
also of great importance to recognize what inforomais really useful for them, which
can take in some benefits and what is just meagssghnd not important noise. That is
why knowledge management exists, so the compardaslearn how to deal with
knowledge, data and information and to get therthéoproper person in proper time.
Knowledge management systems are developing tleseathd companies start to use

them because, in times of huge competition, ieiy\beneficial.

For each company, the system brings different isnehd the knowledge brings
different values. Of course it depends on manyofactWhat is a type of the company,
how many employees it has, what is its product, atetheir customers, what are their

resources, their competitors, what is their backgdolike and other aspects.

This thesis introduces not only concept of knowkdganagement in general but also
introduces usage of knowledge management in thedicsiDance Perfect, s.r.0o. The
thesis contains theoretical and practical part. M&hodology which was used to do
the practical part is described in the followingapter. The results of the thesis are
presented in the last chapter.



2. THESIS OBJECTIVES AND METHODOLOGY

2. 1. OBJECTIVES AND HYPOTHESES

The purpose of this bachelor thesis is to introdtice concept of knowledge
management in general and how it works in praciite basic terms, definitions and

issues are included in the theoretical part aridvi@d by the practical section.

In order to investigate how the knowledge managémenks in practice, the practical

research took part in studio Dance Perfect, s.r.o.

Objectives are:

» Study of literature in order to describe knowleaganagement as a discipline,

what are the basic definitions, terms and issues.

* Investigation of using knowledge management systensmall company in

order to describe how the system works and evaltsabenefits.

Hypotheses are:

* Implementation of knowledge management systemnsfibzal.

* Explicit knowledge is the key knowledge for the gamy’s strategy.
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2. 2. METHODOLOGY

For the theoretical part, the secondary data watkeged from various literature and
online resources in order to clarify and introdatleimportant terms and definitions.

The various concepts of knowledge management weseritbed and evaluated.
The methodology for the practical part includes fvaots:

* Interview
The interview with owner of the studio Dance Perifea.o., Lenka Ottova was held on
2" August 2012. The interview passed face to facthéndance studio and was noted
into the electronic form. Other personal interviemeye made with the other employees
during practicing.

* Personal observation

Personal observation was allowed in the form otfra on the reception of studio in
time from August to November.

3. LITERATURE REVIEW

In the theoretical part, there is focus on knowkedganagement in global, what is its
history like, what its main role is and why it ig significant. Further it explains basic
terms of knowledge management, its strategies, Wipes and levels of knowledge
exist, how they can be organised and transmitt&ée. lferature review also provides
technological perspective of knowledge managemesiess.

11



3.1. KNOWLEDGE MANAGEMENT

There exist many definitions of knowledge managdmBasically good knowledge
management ensures that right person has the ngbtmation in proper time
(MIadkova, 2004).

Success of every person depends on how they catheiséntellect, if they are capable
of recognizing the proper information that can keddicial in that certain situation they

are in.

According to Awad E. M. and Ghaziri H. M. (2007) rigwledge management is newly
emerging interdisciplinary business model that krasvledge within the framework of

an organization as its focus.”

It is increasingly important discipline supporticgeation, sharing and usage of the
company’s knowledge. Austrian economist Peter Detckho is considered as a father
of knowledge management, was the first one who caittethe idea that knowledge
has become the key resource for military strengghwell as for its economic strength
(Beccera-Frernandez, Sabherwal, 2010).

The purpose of knowledge management is maximiziveg dompany’s knowledge-
related effectiveness and revenues from its knoydedssets and renewing them
constantly (Wiig, 1994).

Those companies, who are able to consciously wekhowledge and experience, can
succeed. They also need to learn how to get as mdwpntages as it is possible from
methods and tools available from knowledge manageniéis discipline is mainly

about knowledge of people and usage of their kndgéein practice, not just about

information systems and technology.

In Czech Republic, Ludmila Mladkova is mainly cormmmd with this topic and she
states in her book (2004) that “Knowledge manageisgoractical discipline that arises

from practice and is strongly linked to it.”

12



3.1.1. History

Knowledge management as a discipline is quite nkewever the thought of
transferring knowledge is not. Sharing of knowledge experience is used for many
centuries. Since the Stone Age people have beennghtheir experience from
generation to generation mainly in tacit form. Tugb the time, knowledge became
more comprehensive and usable. Migration acros€ahénents helped to spread the

knowledge faster and to many worldwide places.

First mentions about importance of knowledge mamege appeared in the second half
of the 20" century. Above mentioned Peter Drucker and PaaisSman, distinguished
professor of information sciences, were ones ofiteepeople who stressed knowledge
as a very important subject for every organizatiocording to them, it is very

important organizational resource. (Thomas, 2012)

One of the first books focused specially on knogtdianagement were published in
early 1990s. For instance The Knowledge Value Reimi written by Taichi Sakaiya
or The Fifth Discipline written by Peter M. Sengmultaneously the technology was
developing. One of the first applications was D&ingelbart's Augment which was an
early hypertext/groupware application capable tdriiacing with other applications and
systems. (Thomas, 2012)

Later the number of internet networks focusing aowedge management is growing
as well as various conferences and seminars. Giagtgons put focus on explicit and
tacit knowledge so the advantage over competis@achieved.

Nowadays knowledge management is usually a pagvefy bigger company because

there is a very huge competition and everybodyckearfor the smallest details which

can help to be at least a little different anddxettan the others.

13



3.1.2. Aim
The section above provides what knowledge manageisein this section there are

described aims of knowledge management. What thgany is trying to achieve by

implementing knowledge management.

Aims of knowledge management according to KM W¢2d12) are as follows:

* increase transparency and efficiency of work witbwledge

» contribute to the growth of value and competitivemnef the organization
» establish a knowledge value chain

* increase motivation and participation of workers

» support decision-making and strategic management

* prevent the loss of know-how

e support innovation within the organization

e increase preparedness of response to unexpeatatait

e support creation of new business opportunities

» contribute to better financial results of the origation

» systematically strengthen efficiency of effectotifer factors (human resources,

means of production, technology and so on)

3.2. BASIC TERMS

li is important to define basic terms of knowledgeanagement such as data,
information and knowledge. Within this discipling, is necessary to know the
difference between them very well. Sometimes peaplesider them as synonyms.

However to understand knowledge management prqpbdymeaning has to be clear.

14



3.2.1. Data

The term data means everything that we perceivie alr senses. It can be objective
facts about various events or sequences of chasadtbhese characters do not make
much sense to us and do not carry any informafata are for example individual

letters, numbers or other characters that werdentday measurement, observation, and

statistics and so on. It is necessary to put threcontext to understand.

There are two possible ways how to evaluate the -datiantitatively or qualitatively. In
case of quantitative evaluation, data can be eteduasing costs which are needed for
gaining them. Other way of quantitative evaluatisnaccording to speed or time
required to gain them or according to the capafiiyw much data is available in
system for using). In case of qualitative measurgmeit is observed whether the
company has access to them at the very momentetls needed, whether they meet
the requirements and if the data are able to bipldeed so it is possible to make some

sense out of it (Davenport, Prusak, 1998).

3.2.2. Information

Information is relevant data that is organized ¢me purpose and some meaning is
attributed to it. It is related to the needs angunements of the user and arises from
data only if the purpose was understood and thevareness was removed. If the
unawareness was not removed the data still renmat without added value and the
information is not created. Thus, when two recifseobtain the same data it is not

certain that both of them get the information of it

There are several methods of creating informati@avénport, Prusak, 1998):
» Contextualization — it is known for what purpose tlata was gathered
» Categorization — user knows which category datérdm or its key
components
» Calculation — data is analyzed by mathematicatatissical methods
» Correction — data is corrected and possible eamsemoved

*« Condensation — user summarize the data in moresiadeable form

15



Expansion of data to information can be done whnelogical or human networks. Its
character is subjective because it depends onetipient and his evaluation of the
information. This is also related to the value vithis dependent on the price recipient

paid for acquisition and the personal relationship.

3.2.3. Knowledge

Knowledge is something that combines feelings, B®&pees, values, context
information and insight view. All of this createsfeamework for evaluation and
incorporating of new experiences and informatianisl the attitude which people
already have in their minds and thanks to thesg tre able to stand up to the
information and present it in some sort of wayislthighly connected to a human
sentiment. Within organizations it is usually saveadlocuments and repositories but it

may be also embedded in their everyday routinesgsses, practices and norms.

Knowledge is arising from information as well aBbmnation arises from data and there
are several methods of creation (Davenport, Prugg88):
e Comparison — new information is compared to thesdhey are already
known
« Consequences — evaluating the meaning of informafbo decision-
making
» Connections — in what way is this information rethto the others
« Conversation — researching what other people thimbut the concrete

information

These methods are used between people or in thedsmKnowledge is always
obtained from individual or group of people or frahe company’s routines. A way of
delivery is usually via books, documents, peopletacts such as for example

conversation or teaching.

16



3. 3. TYPES OF KNOWLEDGE

Knowledge can be divided into two forms — tacit axgblicit. Basically all knowledge
has these two forms. The first form is possibleexplain or express and the second

form which lays in people’s minds or consciousness.

3.3.1. Explicit knowledge

This form of knowledge can be formalized and docotee and its main advantage is
much easier sharing and administration for instami@@ modern information or
communication technologies. As explicit knowledgé c¢an be considered
documentation of some project, painted picturenpoe things like that. It is necessary
to keep in mind that explicit knowledge is not kepty by information technologies but
it can be also a book or printed document. Thig typknowledge is documented, kept
and shared and can be formalized through datagansynumbers, tables, pictures and
so on. It is not connected to people’s emotiongasically it is information (All KM, n
2012a).

3.3.2. Tacit knowledge

Tacit knowledge is kept in people’s minds therefdarés very difficult, sometimes
impossible, to catch it somehow or communicateltitmay be person’s intuition,
experience, ideas, skills or personal imaginatmaaracting with explicit knowledge. It
is very important for the company to find peopléhatacit knowledge and care about
them, so they are happy because their loss cowle Very bad consequences. In some
cases, it may happen that person with very bemfiacit knowledge does not know
about their existence (All KM, 2012b).

In the literature, there is usually used only twpet model. However there can be also

described an implicit knowledge.
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In organization, it is usually kept in employeeigerience. It may not be documented
in formal evidence but people with this type of whedge know they have it and they
are able to share it with others via communicatibinis type of knowledge is mostly

shared while training new employee.

3. 4. CONVERSION OF KNOWLEDGE

If only two types of knowledge are considered (tamd explicit), there are four
possible ways of conversion. This process is cal#Cl according to Japanese
scientists who introduced this model as first. NeBE€| is composed from first letters

of each of the four conversion ways (Nonaka, Takeu®95).

3.4.1. Socialization

Socialization is creation of new tacit knowledgenfr actual tacit knowledge. This
knowledge stays only on level of individual becaitsis available only via sharing.
Therefore it is not usable for the company in s@mod of formal way. Significant
contribution for increasing efficiency has informalationship between persons who
are communicating or informal background of the pamication. It is not limited just
for the organization’s background because soci@dzas general social phenomenon
which is basically about sharing experience betwteenor more people. As a typical
example of socialization, it can be consideredtiaighip between student and his

teacher. The teacher is transferring his knowleédgestudent.

3.4.2. Externalization

Externalization is creation of new explicit knowddfrom tacit knowledge. Purpose of
formalizing tacit knowledge into explicit is formzétion for easier understanding and
easier sharing. Within this process, intermedigion is very important. It is usually
somebody who tries to understand the tacit knovdeaigd transmit it to other people
because the original knower may not be able to conicate it. For the transmission

they use various models, analogies or metaphor@rtunately sometimes happens that

18



the original tacit knowledge is damaged by the fmation because it is too close to
the owner or it is not possible to transform iakt

As an example there can be used telling storiggioy-tales. This way is convenient
especially when the person who tells the storyduamse professional or unprofessional
specialization, hobbies or interests.

3.4.3. Combination

This way combines two or more existing knowledgéhvpurpose to create a new one,
more complex and more systematic. The combinatiap otcur while calling or on an

appointment. Due to formalized form, it is also §ibke to combine the knowledge
automatically via information technologies. To ge¢ knowledge to the organization,
there are three steps for it. First is the comimnasecond is extension and then it is

actual transmission to the organization.

3.4.4. Internalization

Internalization is opposite of the externalizatidmacit knowledge is created from the
explicit form. It is essentially a transfer and ption of formally stored knowledge into
practical action. It is a way how mental models difterent types of know — how are
formed. Internalization takes place at the indiaidevel and impact on the knowledge
base of organization has no meaning. Purpose ahtbmalization is extension of tacit
knowledge of the worker. Besides practical actiaternalization can be achieved also
by modelling. Everything depends on experience teatain person has already got.

Therefore it is necessary to make a control.

On the picture below, it can be seen the processmiersion of knowledge. It is called

the knowledge spiral.
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Dynamics of Innovation, Oxford University PressBNs0-19509-269-4

3. 5. INTELLECTUAL CAPITAL

All the knowledge the company has can be summaiagedn intellectual capital. The
capital is not just knowledge itself but it alsaludes willingness of the workers to
share it and use it for their work. There existesal different divisions of intellectual

capital and this bachelor thesis provides as fdl@@atasus, Chaminade, 2007).

3.5.1. Human capital

The human capital is represented by personnel coem®f the company. It includes
all the workers of the company and their knowledgjells, abilities and experiences.

These workers may not be permanent employees smeaternal employees hired only

20



for specific tasks for the company. The HR (humasources) activities are, in most
cases, closely related to the development of humepital. This component of
intellectual capital is considered as one of thatmmportant. However the organization

cannot own the tacit knowledge or human being$feis éntities.

Knowledge worker

Knowledge worker is a person whose work is mosthsdad on the work with
knowledge. He has a specific set of skills or kremlgle that are important for the
organization and that the organization cannot alkagherwise than from this or another
knowledge worker. It can be a person whom the stbernot know about that he is so

important for the company and he may not be awaitehamself (Mladkova, 2005b).

Knowledge workers contribute to the increase oflthman capital. Therefore they are
searched and well appreciated. If a company has augorker, they try to keep him
inside as long as it is possible and use him aasdaantage. Properties, which could be
perceived negatively in case of other workers, lsarperceived positively in case of
knowledge worker. For example they are expectebietaritical or suspicious or to
solve problems in their own unusual way. Sometintesy need special certain
conditions to do their job and the company shoulknthese conditions as much as

they are able to.

3.5.2. Organizational capital

The organizational capital includes structure ef tompany, their database, software or
patents. This should insure quality informatiorttie right person in time. This type of
capital is monitored according to the return ofeswnents. For example, the old

database is replaced with the new one.
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3.5.3. Relational capital

The relational capital of the company includes nma and external contact networks
through which information is transferred and knadge is shared. Sometimes the
relational capital is classified to the human calpiit also comprises of information
about organization’s customers, relationships witm, their needs, preferences or how
they react to changes that have been done. (IWa&jiR&D05a)

3. 6. KNOWLEDGE STRATEGY

As it was mentioned in chapter 3.3., knowledge iaddd into two groups. This
division is not pointless. Each company has to learcwhich kind of knowledge it
works with and which type of knowledge is prioriiyr them. Both of these forms
require different demands for work and managemanpractice, all companies work
with both types but only one is the key one fomth&herefore it is very important for
the company to determine which knowledge type éskidty one just for them (Mishra,
2009).

Depending on what type of knowledge the companysde#h, the knowledge strategy
is divided into two types — codification strategydgpersonalization strategy.

3.6.1. Codification strategy

The basis for codification strategy is ability trralize the explicit knowledge. The
company works with this knowledge as it is an infation or data. It can be stored,
transmitted, expressed through language and soCQwsganizations working with
knowledge in this form are basically users of tatalases. These organizations do their
work with help of wide databases containing largeant of data. Their activities are
based on repeated procedures. Formalized knowledgebe used again and again

therefore it saves time and costs (Mladkova, 2Q05a)
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These companies require very good information teldgy system. They do not
demand too much expert work and their employeeseay@red to be able to work with

these databases and to solve problems with availatdrmation.

3.6.2. Personalization strategy

The personalization strategy is applied in creatvganizations which have the tacit
knowledge as a key form of used knowledge. Thevities of these organizations
cannot be standardized. Processes are constaatigioly and there is still need for new

knowledge and practices. Access to the customiregoroduct is individual.

These organizations do not need to build up theingrmation technology systems.
They focus mainly on interpersonal relationshipghimi the organization and on
organizational culture and climate because theswrfa are very important for the
transmission of tacit knowledge. The most valuaktegker, and sometimes the most
expensive, is an expert or otherwise also knowa lasowledge worker. This worker is
in every organization and he may or may not be eweaft It depends on the
organization to find out who is the expert for thand to make sure he is properly taken
care of. The last important task is to focus dec®n and training of the successor of

the expert who will carry the tacit knowledge fuath

3. 7. TECHNOLOGICAL MODELS OF KNOWLEDGE MANAGEMENT
Technological perspective has such crucial impoegathat sometimes the whole
discipline of knowledge management is incorrectlyrowed and presented as a set of

specific technologies. However this is wrong.

Technological model of knowledge management canngerstood as a set of specific

tools in form of information, communication and kviedge technologies.
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3.7.1. Features of knowledge management tools

Proper tool of knowledge management supports usgisaging knowledge. Managing
knowledge means (Mishra, 2009):

» Expressing knowledge — knowledge as it is, is qaigstract. In order to become
useful within a software tool, there has to be er usterface which is flexible

and simple.

» Storing knowledge — when the knowledge is expresissbould be stored for
other usage. The knowledge is usually stored inescomputer environment

where the others have the access to it.

» Sharing knowledge — the stored knowledge is aviailab it can be shared and

used for another purposes.

» Refining knowledge — sharing knowledge usually méleé new suggestions for
improvement. These suggestions could consider itapoe, best expression,
who should have the access to the knowledge andthmwld be improved. All
knowledge should be constantly under revision beealne environment is

changing.

* Retaining knowledge — retaining of knowledge ishadgly one of the most
important features of each knowledge managemeitToe knowledge should
remain in the organization even after some empldgaee or is not present so

that his work can be done by somebody else thantteetremained knowledge.
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Nowadays these knowledge management tools aredbtynised:

INTRANET

Intranet is a private or semi-private computer rmekwIt is basically a closed version of
the Internet. It relies on the basic protocolsh& Internet (system of unique addresses)
as well as on the same type of connectivity - tlaemmes are connected as a network.
Intranet does not require the location of the ca@rsuin the same room or building and
that is the difference from local area network (DANhe Intranet network can rely on
the public telecommunications which provide the remstion among the distant
computers. The purpose of the Intranet is to hdneeimformation of the company
available for all the employees or other peoplethatinformation is protected against
those who are not permitted to access them. Thwnmation is usually protected by
some password or other protocol. The Intranet esatmpany’s employees to have all
the information about training, products, bendfit€ustomers at one single point.

The benefits of Intranet are (Suciu, 2006):
» [Easy access for all employees, especially for SME
» Ease of shared data
» Protection of sensitive data

« Easy access of employees to updated informatiomawd

DOCUMENT MANAGEMENT SYSTEM (DMS)

The purpose of DMS is to capture storage and vwetrigocuments. The DMS is a
system which is necessary for every company. Tdldaylocuments are both electronic
and paper which makes the document managementdiificellt. The DMS” goal is to
make all the information easy-to-find and to endina no information was lost. The
electronic documents are stored and are indexeatdar to make the search of the
document easier. The paper documents are scandguliitogether with the electronic
documents. The documents are indexed by departmamfiase order number, vendor,
or any other criteria which are comprehensive anakansense to the business

organization (Docuvantage, 2012).
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CONTENT MANAGEMENT SYSTEM (CMS)

According to the Comentum (2010) the CMS can bénddfas “an application (more
likely web-based), that provides capabilities farltiple users with different permission
levels to manage (all or a section of) contenta @atinformation of a website project, or

internet / intranet application. “

The CMS enables the company to manage the corftentinstance, by using a web
application the multiple users are capable to mantg content of the web page.
Everyone has a different permission level and teatbles them to cooperate
(Comentum, 2010).

The content refers to the text, movies, picturesksl and other ypes of data
Functionalities vary from CMS to CMS, but most areb based and offer some access
control. Some CMS™ are publicly available and thase, for example Word press,
Drupal and Joomla. There are more than one hundaeidus content management
systems, their applications and services worldwidéhatcms, 2012).

WEB CONFERENCING

Web conferencing is a useful tool for meetings @nagers and other employees. It
simulates the usual room but it enables the meaifngeople who are distant 1,000
miles from each other. The concept of web confengnis very cost-effective and easy-
implemented. The company has to purchase the sygtech enables web conferences.
These systems are either web applications or singlalled programs. The most known
systems are Cisco WebEx, MS Office Communicatommidé Classroom, HP Virtual
Rooms, Microsoft GoToMeeting or GoMeetNow. The wainference requires low
technical requirements (software as well as hardywand usually saves money. By
using a web conferencing the transportation costg, costs and time requirements are

excluded. It is fast and effective. It enables tisers to share a content- presentations,
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videos, images, doc files and so on. The userseareach other and can communicate
very easily (iCord, 2012).

HELPDESK

Helpdesk software is a very useful tool for comnsation of the company. It enables
customers to ask questions which are answeredieldygand reliably as possible. It is
a centre which is designed for the customers. Hneyrovided assistance, often related
to computer and other technical support. The Hedpdes usually operated by
individuals and this appropriate system enablesitteewalk users through step by step
solutions. The large companies have their Helpdesksvell as SMEs, universities,
public administration and so on. It consists ofitesrd and reporting. The key features
of the dashboard are dynamic generation of thehgrayisual view of requests in the
system and the latest forum topics. The reportsgareerated in order to make the
processes more effective and improve the work efHklpdesk. The reports report the
activities according to several criteria; peak Isonfrthe day, day of the week, month of
the year, etc.; speed of resolution; staff workloegjuests by some customer or
according to the reporting tags. The Helpdesk dilsers requests and sorts them
according to the topic, their date or accordinth®employee (Helpspot, 2012).

GROUPWARE

Groupware systems refer to the specific technolegich is designed to help people
collaborate by including a wide portfolio of apg@limns. The groupware systems can be
categorized into three groups- communication tootenferencing tools and
collaborative management tools. Communication toeteble the users to send
messages and files including emails. Conferenciodstenable the users to meet in
online sessions (video conferencing) or to commateicvia chat. Collaborative
management tools were designed for managing gratipitees such as workflow
systems, information management systems or prajgahagement systems. The
groupware systems are extremely effective wheomes to the support of knowledge
management. They support the knowledge creatiorepso(KM tools, 2012).

27



4. PRACTICAL PART

The research was conducted in the studio Danceed®gd.r.0. At first, the interview
with the owner of the studio, Lenka Ottova was mdde interview took place at her
office in the studio on "™ August and it was noted in the electronic form.thed

personal interviews with other employees were nthag practice.

The further research was made by personal obsenvasi the practice on the reception
of the studio was allowed.

4.1. DANCE PERFECT, s.r.o.

The studio Dance Perfect, s.r.o. was founded ir219Be owner, Lenka Ottova, student
and lover of dancing decided to share her expegiégmadancing and started to teach
other people how to dance. The first studio wasas#td in Praha 4, Haje and because
the business went really good and more lectorsanicithg could have been hired,
another studio with 3 more dancing halls was openetity centre on Narodni Street.
Unfortunately, later the first one needed to besetbbecause it was not prospering as it
was expected. However the other one in the cenie doing great and it still is. The
semi-annual turnover of the studio is approximaketyillions CZK.

Nowadays the studio is open for everybody, fronearyg old children to elderly people.
The range of offered products is very wide. Thalistwffers various types of dancing
classes such as ballet class, contemporary daass, gazz dance class, musical dance
class, street dance class, MTV style class, dalicelaas, lady’s sexy dance class,
glamour dancing class, salsa class and also fiswedsas zumba, power yoga, dynamic
yoga, pilates or body shaping and general dancaiging for children in age range
from 2 to 10.

The classes are divided into two groups. Open etaaee available for everybody every

day (there is a one-class price) and the danciagsek are paid semi-annually. Of

course, the studio has also a wide offer of thenpeent tickets. There are 3 different
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types of permanent tickets for 5, 10 or 20 clas§hs.type depends on what the people
prefer, whether it is fithess or dancing or if tlasses are held on weekends or during
the week. For the biggest lovers of dancing, therthe gold chip offered which costs
8,088 CZK and the owner of the chip can attendyeglancing class, even several times
a day for 5 months. One open class costs from ©6R00 CZK and prices of the
dancing classes move from 2,750 CZK to 4,200 CZK.afother product, the studio
can be rented for various dancing or fitness shomsand conferences and the price

for one day renting is approximately 4,000 CZK.

4.1.1. Organization structure and strategy

On the top of the company, there is the managertulthe owner, Lenka Ottova who
is mostly cooperating with her assistant. Togethey are dealing not only with usual
things such as administration but also with theecijes of the company’s strategy,
keeping a good awareness about the studio and wseowith propagation to the

customers.

The studio has two receptions and both of themexaryday except weekend. The first
one has two-shift run and the second one runsiartlye afternoon. Therefore there are
at least 3 receptionists required for 1 day. Togethere are 6 receptionists employed.
The main task of the receptionists is communicatiith customers which is the most
important. The studio’s priority is to be nice dmelpful to everybody no matter what is
happening. The receptionists welcome the custonpemsjide them the services the
clients need and also offer them something to dankttle snack. When there is any

sort of problem, the receptionists are always itts¢ Wvhom the customers go to.
Weekly there are about 100 classes running withentfoen 25 lectors. The lectors are

both external and internal and of course thereodrer employees, such as for example
the charlady.
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The organization structure of the studio is follogi

Manager

(The owner)

Assistant of
Manager

Other
Employees

Internal and
External
Lectors

Receptionists

Source: the author

STRATEGY

Strategy of the studio is mostly codification, mhsen the explicit knowledge. The

studio has to deal with huge amount of data. Th&a @dout classes need to be

processed, what day and time it is, what lectdeasling the class, in case of dancing

class, how many people have paid for it and whes #ctual then how many people

attended the class, how many people came for r@plewt of other absent class, if it

was led by the planned lector or if there was dacgment. The data about the clients

need to be processed as well, their name, addyessl, telephone number, number of

the chip if they have any and so on. Also all tlagrpents, received or issued, and

outlays have to be registered.
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4.1.2. Intellectual capital

For each company, the important factor is to knlegirtcompetition, the market and its
customers. Then it is easier to adapt the supplgroflucts and services in order to
satisfy the client for a reasonable price and at da it is possible. In Dance Perfect
studio, the people who are the closest to thesarnvdtion are the manager Lenka
Ottova and her assistant because they both come tie dancing environment and
they both have their own classes within the stsdidhey meet the studio’s clients on
daily basis. They work with them, spend time witlern at the classes, therefore they
are the best people in the studio who can evaltie® needs. All of this can be
described as a human capital. The organizatiormmaiatas for instance the A+ program

which was implemented in the studio.

4.1.3. Knowledge management in Dance Perfect, s.r.o

As a dancing studio with wide range of products padnanent clients, there is a big
need for a database. From the beginning, the Mafré&xcel was used. However it was
very difficult and time-consuming. It may have be#re easiest solution at the
beginning but during the time when more and moients and also lectors have been

coming to the studio, it started to be very confgsi

That is why, in year 2005, Mrs. Ottova decidedwdtch from the MS Excel to one of
the knowledge management tools. She chose a compaigh created a special
bespoke program just for the studio Dance Perfdut program is called A+ and it is
able to include every data and information whicmégded for run of the studio. The
preparation and creation of the program was vemy.ldt took almost one year before it
could have been installed and used while normaicerShe had regular meetings with
the computer programmer during which she was tryingxplain best how the studio

works.

It was really necessary to describe every detdiat is the division of the dancing and

fitness classes, that there are semi-annual clagpesn classes available every day for
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everybody, then weekend dancing classes whichvaitahble to everybody only during
weekends. What client’s data are processed, whtrie data are processed and so on.
Shortly, there needed to be put an explanationvefyeanomaly and each structure of

the individual courses.

After several months of developing, the system @&duhve been installed and the
training began. The computer programmer himsel¥ipexd one-week training, printed
out the instructions and in September 2006, theyraro started to be used while
running the studio. At first it was quite difficuliecause the program is controlled only
by keyboard abbreviations but after several daysvefyday-using it is printed to the
memory and the receptionist gets used to it. Ofsmuthere is a hot line in the price

available all the time in case of some sort oficlifties and problems.

During the first months of usage, the errors wekealed and removed and several new

components were added during the time.

The basic price of the program A+ was calculated160,000 CZK. With all the
additional components, the price climbed to apprately 200,000 CZK.

This program is very multifunctional. It includesveral databases (clients, lectors, and
courses) which are interconnected, accountingyeatin case of payments or outlays
and also a statistical program which automaticatlgates various statistics from the
processed data. For example how much money turmed @ane month or average

amount of clients per one week and more. Part efgtogram is also place where

possible comments can be left and thanks to thranet network it can be accessed
from another computer in another room or buildifitne access to the program is

password protected and each employee has its atemtials.
Every client who buys any permanent ticket getscighechip which is assigned just

form them, to their evidence number. Every timedlent visits the class, they just put

the chip on the special device and the system attoatly signs them as present and
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deducts one class down from the ticket. Then irctlemt’'s card can be seen the classes
left.

Another usable component of the program is conoedt the web sites of the studio
where is the link right to the client databasah# client gets the chip, they also get an
automatic access through their email and passveothet database (of course after the
registration). At their profile, they can find nonly how many tickets they already

bought in the past but also the type of their dghgamanent ticket, how many classes
are left or when it expires.

On the picture below, there is a small illustratadrnow part of the program looks.

* Detail klienta 018289

Systém  Zobrazit Pfehled Detal Funkce Tisky Mapovéda

ID gisla |GEZE] Cislo kary | Vydana | I~ Zaloha Stav [aktivni |
Fiimeni | Jréno | Titul |
[ratum narnzanil RE I Pahlavi IZena j [~ Pripravky I
Zpiizob plathy I - I~ vIP
Kontakty | Puznémkal Podepzang podminky | Objednavky F'Ialbyl PEIITIGHBH[K_\JI Duchézkal
Ulice I Zastupee 1 |Zéstupce 2|
Mésto I Priimeni I Dratum narazeni
Pse | Zemé | Imgno |
Tup S pojeni Popiz Typ Spojeni Popis
Spojeni 1 IMobn j I I Spojeni 1 IMob\I j I
E-mail I 2] I . I_ v Zasilat akhuality E-mail I = I l_
Spojeni 2 IF‘avn_\'J tel j I I Ulice I
Spojeni 3 I j I I &zt I
Spopri 4 | =] | | psc [ Zemd
Poznamka I

Source: Dance Perfect, s.r.o.

On the picture 3, there is possible to see the careew client. When somebody, who
has never been to the studio, comes and wantké¢ostame of the classes (even trial
lesson) he is asked to submit basic personal ddiatause without them, the program
cannot note any action. In the bottom part, theeesaveral tabs with notes, payments,

reserved or paid classes, list of presence and.so o
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4. 2. RESULTS

Mainly according to the interview with Mrs. Lenkdt@va, the knowledge management
system working in the studio Dance Perfect, swas introduced in the previous

section.

According to the personal observation and additiggeasonal interviews with other
employees, the table of values and benefits wasteaited. The table includes all
essential benefits of the program A+. All the bésedre evaluated on different level of

knowledge management system features.

4.2.1. Table of benefits

KM FEATURE VALUE BENEFITS

- expressing every data the
company needs

- space for expressing any

Expressing high B
notes and additional
information about clients
and so on
- knowledge is stored and

. ) can be re-used again apd
Storing high _
again
- reducing data loss
- each employee has
access to the program
) ) - saves time
Sharing very high

- faster problem solving
- faster training

- faster customer service

34



- actual data can be

changed anytime

~—+

continuous improvemer

Refining high (new ideas)
- gives people feeling they
can be helpful
- data remains within the
o _ studio even if the original
Retaining very high

—+

knower is not preser

anymore

Source: the author

Based on the interviews and active practice instidio, it was also observed that tacit
knowledge is within the studio Dance Perfect alsyyvimportant. Some of the
receptionists who mainly deal with the system alhdh& clients are in the studio for
very long time. Therefore they have many experisnglich they can benefit from.
Also they created some sort of position there aadyrof the permanent clients know
them very well and it is very pleasant for thensée there the same friendly faces on
the reception every time they visit the studio. Tinentioned receptionists realized they
are important for the studio. However nobody caagme how it would look like there
without them.

As a disadvantage it was stressed that the traioingew employees could be quite

demanding because the system is very difficultrtdeustand from the very beginning.
However it depends on the individual, of course.
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5. CONCLUSION

Knowledge management as a developing disciplinethay with its effective tools is
important for every organization. Coordinating #treowledge received and shared is
very beneficial. In the studio Dance Perfect, s.tlee knowledge management system
was implemented in order to work more effectivetyl do satisfy the customers more.
These expectations were met. The studio builds Ignain explicit knowledge and a
special program was developed just for them. Deuetp of the program was time-
consuming and quite expensive but the investmeuntrred in several months.

According to the research, the both hypotheses weréed. The implementation of
knowledge management system is beneficial and @kptinowledge is the key
knowledge for this particular company.

The research shows that implementing the programhas raised the efficiency in

several ways. The most important factor is that wwoek is done faster and more
effectively, therefore the customers are more fsadisit means both sides benefit.
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