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Abstract: Knowledge sharing processes and an appropriate infrastructure are key elements to 
successful Knowledge Management (KM) initiatives but culture is paramount. In a public sector context, 
where organisational structures tend to be hierarchical and complex, implementing effective KM is a 
difficult task. Central to the success of such initiatives are culture, trust, loyalty or solidarity and a 
supportive communication climate. 
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1. Introduction 
Knowledge management (KM), as with 
many other management theories that 
have been developed for the private 
sector, is now beginning to impact on 
public sector organisations. The ideas, 
options and opportunities that successful 
KM offers can be used to enhance service 
delivery, improve relations with citizens 
and rationalise the internal processes of 
public administration.  
 
The concept of KM is one that has many 
different views and interpretations. To 
some, it is the next stage in information 
and communication technology (ICT) 
development; designing software solutions 
to manage knowledge. This has been 
classified as the ‘codification’ approach 
(Hansen, Nohria and Tierney 2000). KM 
is, however, more than this: it is a social 
process and so needs to take account of 
social and human factors (Mason & 
Pauleen 2003). It is about people 
management and the ‘personalisation’ 
approach to KM (Hansen, Nohria and 
Tierney 2000) requires an understanding 
of the social processes and 
communication patterns which underpin 
successful knowledge creation and 
sharing. The success of personalisation 
strategies is dependent on nurturing an 
appropriate organisational climate and 
culture.  
 
Recent discussions of electronic 
government have centred mainly on 

building a technical infrastructure and 
emphasizing the importance of well-
designed databases for storing 
knowledge, constructing intranets for 
knowledge sharing and continuing the 
debate, prevalent for many years in the 
field of artificial intelligence, concerning 
how to ‘capture’ human knowledge. 
However, this concept of an ICT based 
knowledge system “ignores the dynamic 
and continuously evolving nature of 
knowledge” (Malhotra 2001:5). Attention 
requires to be paid to the subjective and 
sense-making roots of knowledge 
creation, the importance of the social 
context and the development of social 
relations to enhance knowledge sharing 
and create ‘communities of practice’ where 
individuals can interact, use and 
manipulate knowledge. 
 
The need to better manage the vast and 
ever increasing knowledge resources 
found within the public sector is now 
leading to increased interest in the 
concepts of KM. Thus, in England, the 
Knowledge Management National Project 
has been established to examine if an 
effective KM system can be designed to 
serve the wide range of needs of local 
authorities. However, this project takes a 
technological determinist view and 
appears to be ignoring the human, cultural 
and communication aspects of successful 
KM.  
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