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INSTRUCTIONS: Answer question one and any other three questions 

 

QUESTION ONE (30 MARKS) 

Read the Case study below and answer the questions that follow; 

The Bouygues Telecom Way 

The Bouygues Telecom has established itself as one of the most dynamic and innovative 

players in the French mobile telephony market. In just a few months, the company has 

implemented four knowledge management systems that are enabling the organization to 

leverage and extend its current IT systems and infrastructure 

SAP best practice 

The pilot project – tested in north-east France- delivers support to one hundred staff using 

SAP. The aim of the process was to provide online assistance to end-users and ensure that 

they could share best practice of this solution. 

The knowledge base manages the publication and the classification of documents and 

provides users with a single knowledge portal. Users can add their own advices and 
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experiences relating to SAP via their browser. Results were immediate and impressive. Users 

need immediate and accurate information to get the most out of this relatively complex 

software and make a real contribution to bottom line. 

The knowledge base has helped Bourges Telecom to leverage and extend the value of its 

SAP investment. Knowledge management in a technical reference system. Initially designed 

for maintenance technicians from the same region, the second project involved abut thirty 

people in its pilot phase before being extended to a further 200 staff. It gives technicians 

online access to a company knowledge base of technical information. Technicians frequently 

work on site. From their portable computers, they can connect to the technical knowledge 

base on the portal and access technical files and recommendations made by their colleagues 

in similar situations. If a file is not 100 per cent relevant, they can improve it and make their 

expertise available to others. 

In a matter of months, Bouygues Telecom has built a comprehensive online library of 

technical knowledge. Technicians now have rapid, real-time access to the sum total of the 

company’s expertise. It is also highly versatile. Technicians can search the knowledge base 

according to various criteria including full text, and their specific areas of interest. End-user 

feedback is also extremely positive. Technicians now have all the information they need to 

make better decisions more rapidly than ever before. Before the portal they spent far too 

much time searching for right person with the right information – now all they need to do is 

look on the web. They can resolve networking issues quickly and with minimum fuss helping 

the company to further increase the overall quality of customer service. Using knowledge 

management to innovate information systems. 

CPS(Computer Planning Strategy) Division is responsible for researching new technology 

and then ensuring rapid implementation of the solutions that best support the company’s 

business objectives. It was formed to track and research new technologies and then validate 

them before they go live in any part of the business. 

The knowledge base was used for accelerating the movement of new technology from the 

CPS management to base was used to operational divisions. All technical documents are 
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classified and each event in the knowledge base can be traced. No time is wasted searching 

for documents are classified and each event in the knowledge base can be traced. No time is 

wasted searching for documents and the CPS can make full use of acquired knowledge to 

develop innovative new information system strategies. 

Keeping track of new technologies. 

The success of the CPS project has generated interest in additional knowledge management 

solutions. The CPS team and operational management would like to access a knowledge base 

on the latest technological developments. Such a tool is to help them collect and validate new 

information and leverage knowledge 

Like the earlier projects, it will only take a few weeks to complete. 

Bouygues Telecom has overcome the main obstacle to knowledge management success 

enduser resistance with a light use of change management. By setting up focused, effective 

projects that deliver impressive and immediate results. Bouygues Telecom has managed to 

make it knowledge management vision reality. 

     

a) Identify what problem was faced by Bouygues Telecom. What strategy was adopted by 

Bouygues Telecom to cope the situation?      (2 marks) 

b) How Bouygues Telecom incorporated IT tools to implement the knowledge management 

system          (4 marks) 

c) Which initial step Bouygues telecom took to share implicit knowledge (4 marks) 

d) How did Bouygues Telecom convert its technical tacit knowledge into explicit 

knowledge?          (5 marks) 

   

QUESTION TWO (15 MARKS) 

       By use of practical examples, discuss why an organization should invest in knowledge 

management initiatives        (15 marks) 
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QUESTION THREE (15 MARKS) 

a) Discuss the personalization and codification knowledge management strategy by 

indicating circumstances under which each is applicable    (8 marks) 

b) By use of practical examples discuss various factors influencing organization knowledge 

today          (7 marks) 

            

      QUESTION FOUR (15 MARKS) 

Critically evaluate the individual and the organizational knowledge sharing barriers and 

suggest measures to overcome knowledge sharing barriers within an organization 

            (15 marks) 

      QUESTION FIVE (15 MARKS) 

a) Discuss the explicit and tacit knowledge and indicate how organizations can manage both    

          (8 marks) 

b) Discuss various strategic knowledge disseminating tools that can be used by 

organizations today        (7 marks) 

           


