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ABSTRACT 

 

Knowledge has been a topic of discussion and research amongst philosophers, scientists and 
academicians for over two thousand years. This qualitative exploratory research, embedded in the field 
of Knowledge Management (KM), researched the adoption of Knowledge Management Systems (KMS) 
in Knowledge-Intensive Firms (KIFs). The research assessed if such firms adopted KMS and, if so, it 
studied the factors that drove their decision. Finally, the study evaluated if the factors for adopting KMS 
are similar in Knowledge Process Outsourcing (KPO) companies which are KIFs that work in an 
outsourced mode. 

ADOPTION OF KNOWLEDGE MANAGEMENT 

 

It is commonly understood among business practitioners that knowledge is extremely valuable and 
provides a critical competitive advantage to companies. Leveraging a dynamic resource of tacit and 
explicit knowledge requires processes, techniques, and tools to meet business objectives (7). Adoption 
of a cogent KMS hence becomes a critical factor for a business to succeed and sustain. 

The field of KM emerged in the early nineties with the inclusion of ‘organizational’ or ‘employee’ 
knowledge in the domain of strategic management (6). This led to a paradigm shift in organizational 
management and acceptance of knowledge as a critical part of a firm’s resources. Business managers 
have realized that employees have knowledge and that it is valuable for their organization. This 
knowledge goes beyond just data and information (2). KM is seen as a critical tool of management to 
drive growth, innovation and organizational sustainability. Besides the heightened discussions on KM, 
the decade of 1990 also witnessed the introduction of knowledge-intensive work and knowledge worker 
as a topic of research. Fueled by the growth of Internet, globalization and outsourcing have become 
commonplace strategies for numerous businesses in the past fifteen years (3). KPO companies represent 
a new generation of fast growing, knowledge-intensive, globally-integrated, information-age enterprises. 
This group of professional services companies has captured an attractive share of the knowledge-
intensive business services market. Given their core business value, the need to effectively and 



efficiently manage knowledge in KIFs is even more critical compared to traditional sectors. 

Most existing literature on KM adoption focuses on either information technology (IT) models (8) (1) or 
is embedded in studies of large multinationals in traditional industries (11) or focused on SMEs (10) (5). 
There is a conspicuous absence of KM research on KIFs which form the most obvious business 
community for adoption of KMS. Question such as do KIFs adopt KMS and what factors influence their 
decision to adopt KMS has not been explored yet. The intention of this research is to build on prior work 
on KM generally, and KIFs more specifically. This study avoids the biases and limitations as observed 
in past KM adoption studies and focus on a large, non-traditional, rapidly growing business sector which 
has largely remained uncharted. This research is embedded in the Resource-Based View (RBV) of the 
firm (9) and Knowledge-Based View (KBV) of the firm (4) (6). 

Given that the largest concentration of KPO firms in the world is in India, this country provides an ideal 
data collection location for basing this research. India is one of the fastest emerging knowledge 
economies in the world in the 21st century and hence provides a perfect mix of KIFs as well as KPOs. 
Studying the factors influencing adoption of KM in the context of KIFs would provide new perspective 
to KM academicians and practitioners alike for furthering the field. The findings of this study would 
help KIFs executives to better understand the domain of KM, to accelerate its adoption, and to reap its 
potential benefits. The results could be utilized by academics to construct new models of adoption to 
further expand the field of KM. 
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