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Topic 10:  Managing knowledge and AI 

 

Learning Outcomes 

By the end of this topic, student should be able to: 

• Defining knowledge management systems 

• The tools and technologies 

• Building a knowledge driven business 

• Business intelligence techniques and their value 

 

10.1 Defining knowledge management systems 

The generation and use of knowledge is not restrained to information intensive businesses. All 

businesses and in all sectors create and use knowledge. The usage goes beyond coming up with 

useful or differentiated products. The production process should be cost effective, with the 

products ultimately more preferred compared to those of the competition. This knowledge can 

be shared or distributed across the business with marketing understanding the solutions an 

entity is aiming to solve and relaying that knowledge to the departments responsible for product 

design incorporating the features needed by the consumers.  

 

Dimensions of knowledge 

Knowledge can be an element attributed to an individually or collectively with regards to a 

business. Knowledge is an intellectual asset that resides in people’s minds. It can also be stored 

in the form of files, documents in both digital or physical libraries, shared in discussions, 

lectures or communication exchanges.  Tacit knowledge is the form of knowledge residing 

within employees which is a result of their years of experience and learning. Documented 

knowledge in files of one form or the other, structured or unstructured is called explicit 

knowledge. 

 

The four dimensions of knowledge are follows: 

Knowledge is an asset. Knowledge is a non - physical asset. The processing of data into useful 

insights and valuable knowledge is dependent on specific resources. Unlike other assets, the 

intense use of knowledge does not imply diminishing returns or wear and tear observed in 

physical assets. Rather, the more the knowledge, the greater the experience which can be 

transferred or shared among individuals.  



Knowledge exists in various forms. Knowledge can be a skill, competency or know-how of 

executing a process or procedure. It can be explicit or tacit. It also identifies relationships, 

understanding on why things happen as opposed to when or how they should happen. 

 

Knowledge has a location. Knowledge is an intellectual circumstance composed on the way 

they think, or how they process ideas. It can be distinctly identified in individuals or 

collectively in groups of people. Knowledge is challenging to move, is embedded in a business’ 

culture situated and has to be applied- meaning its relevance is dependent on the circumstances. 

 

Knowledge is contextual. Knowledge is conditional; knowing when to apply a procedure is 

just as important as knowing the procedure (conditional). Knowledge is dependent on where it 

is applicable -an environment or situation. One must be able to identify which information is 

appropriate for which circumstance. 

 

Based on these forms, knowledge undergoes certain processes before it is valuable considered 

as the knowledge value chain. It is (1) acquired (refers to its generation or discovery), (2) stored 

(refers to its preservation such that when needed, it can be accessed or processed), (3) 

disseminated (means it can be exchanged, shared or communicated) and (4) applied (this refers 

to its usage in aiding decision making for example in marketing, hiring or financial budgeting). 

 

10.2 Knowledge management tools and technologies 

Businesses are battling to find and process whatever may be considered as the best sources of 

knowledge to aid in decision making. The available sources are the unstructured data sources 

such as videos, audios and texts being generated from various sources within and outside of 

the business. The business therefore has to find a way of managing these sources of knowledge 

using different systems which turn knowledge into an asset that can create value. Some of the 

methods adopted by the digital business are given in the following subsection. 

 

Enterprise content management systems. These are systems that have a capability of 

capturing, storing, retrieving, distributing and preserving knowledge in all its different forms. 

The systems consist of large repositories for storing documents of different formats and sizes 

enabling the organizing of such files in a manner efficient for accessing the documents when 

required by users. They also extend to being wikis, or enabling feedback or collaboration within 

the business. Such systems are provided by large technology companies such as Oracle, IBM 



and so on. For example, Oracle Enterprise Content Management Suite (ECM). Its functionality 

can be summarized in the diagram below. 

 

Source: CMS Review: Oracle Universal Content Management (UCM) (cmswire.com) 

 

Learning Management systems (LMS). A learning management system is a tool for 

delivering, managing, monitoring and assessing training or learning related processes. The 

platforms have a capability of supporting video enabled facilitation of the learning process 

enabling virtual classrooms or live moderation including webinars and chat sessions. The 

system incorporates administration components which manages learning content, assessments 

and even tracks progress sometimes collecting data to enable evaluation of the effectiveness of 

the learning material or the delivery process. Businesses are utilizing these platforms to train 

or upskill their employees. Large corporations like Microsoft have developed their own 

platforms for employees to access courses that are linked with either existing job roles or to 

enable employees to gain new skills. Other businesses are accessing Massive Open Online 

Courses (MOOC) available on the web and accessible to a large number of trainees on 

platforms such as Udemy, or Coursera.  

 

 

 

 

 

 

 

 

https://www.cmswire.com/cms/document-management/cms-review-oracle-universal-content-management-ucm-006732.php


Other knowledge work systems. 

Description Use Example 

Computer Aided 

Design (CAD) 

Software used to simulate a prototype 

for a product or concept before it can 

physically be produced 

Autocad software used by 

architects or engineers. 

Virtual reality Integrative graphical and visual 

software working on specialised 

hardware to enable interactive real 

time simulation of an environment 

that is almost identical to the real 

world.  

 

In healthcare virtual reality is 

used for pre-surgery 

planning. In Real estate 

sales, its used to enable a 

virtual tour of a property 

listed for sale in a different 

city. 

Augmented reality Another type of enhanced 

visualization software integrating live 

and indirect images supplementing 

the existing real environment.  

 

Used in maintenance to see 

forecast how the final output 

will look like as it is being 

carried out. Also used in 

sports commentary, as 

analysts propose different 

possibilities and the 

simulated impact during a 

live broadcast, football. 

 

Search the internet and find out how these additional systems work:  

1. Digital twin technology: What is a digital twin? | IBM 

2. 3D printing. 

 

10.3 Business intelligence technology and benefits 

After a business has amassed all the knowledge, it remains just that until processed to obtain 

valuable insights which enhance decision making through a knowledge discovery process. 

Several techniques and systems are used to fulfil this endeavour.  

 

Expert systems. This is an attempt to capture tacit knowledge in a specific expert domain or 

subject area through a set of instructions which gather existing expert knowledge such that it 

can be available for use by other stakeholders within an enterprise. These systems do not have 

the breadth which experts have or foundational knowledge which human expert but can aid in 

enhancing the efficiency or repetitive tasks or procedures such as a loan approval process or 

diagnosing the repair work on a machine. The system contains a knowledge base, and an 

inference engine. The knowledge base consists of large files or a compilation of a set of 

instructions from which the decisions are based. They can also be policies, or files containing 

historical data.  

https://www.ibm.com/topics/what-is-a-digital-twin


Case based reasoning. This primarily focuses on the knowledge which the organisation has 

amassed over they years. Case based reasoning identifies similar situations which the 

organisation has experienced in the past and uses that to make a current decision. Such 

knowledge is progressively increased as the organisation faces new circumstances which are 

not in its existing knowledge base. 

Machine learning. Machine learning is a technique in which an algorithm is used to identify 

relationships between different classes of decision outcomes and the variables which best 

determine those outcomes. The system therefore uses the knowledge base and the existing 

cases to “learn” the relationships between the outcomes and the attributes of the different cases. 

The goal is to acquire sufficient learning to enable the prediction of the most likely outcome in 

future circumstances.  

 

Summary  

This chapter discussed knowledge management system and its types of tools. It also explored 

the benefits of business intelligence technology.  

 

KEY TERMS 

✓ Knowledge management system ✓ Learning Management System 

(LMS) 

 

✓ Business intelligence technology ✓ Enterprise Content Management 

System 

 

 

Self-learning Resources  

1. Ivanytska, N., et all. (2021). Effectiveness of digital resources in the learning 

management system within online education of future entrepreneurs. Journal of 

Entrepreneurship Education, 24 (4). 

2. IDC, 2020. Digital Transformation in Malaysia: An assessment of cloud, software-

defined networking 

 

 

 

 



SELF-ASSESSMENT 

 

Tutorial questions 

1. What is the difference between tacit knowledge and explicit knowledge? Explain the 

differences with examples. 

2. Describe the organization activities essential in enabling the information system 

processes in a knowledge management system. 

3. What are the potential business applications of augmented reality technology? 

 

Podcast/Videos 

Video tutorial: Document management with Alfresco 

https://www.youtube.com/watch?v=ku0XVcRunME 

 

Case Study Analysis 

ECM in the cloud empowers New Zealand Department of Conversation.  

1. What was the knowledge management problem which the business was trying to solve. 

2. What management, organization, and technology factors contributed to the problem?   

 

 Essay Questions  

1. How is augmented reality affecting the enterprise applications, now? Is this expected to 

change going forward? 

2. A lot of businesses are being mentioned to be employing artificial intelligence. Which 

industries are at the forefront of the usage of AI, and how are they using it? In your thoughts, 

should we be worried? 

 

https://www.youtube.com/watch?v=ku0XVcRunME

