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Abstract - Knowledge Management is one of the important  management tool which can create a strategic impact. It is 
available in a various forms and on a large extent the hidden tacit knowledge can be codified and made explicit. It is believed 
that by sharing of knowledge, the organization will benefit in the long run. However the success of knowledge management 
depends on the role played by the organization, the developers and the users themselves. Knowledge Management have the 
potential influence in many spheres  of an organization. This paper makes the study of an knowledge management technical 
and professional workforce need in banking sector. 
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I. KNOWLEDGE MANAGEMENT 
 
The concept of knowledge management is to ensure 
that reinvention of the wheel does not take place, to 
ensure that we can build on what we learn from 
others and in the organizational context to ensure that 
the response time to adapt to environmental changes 
is reduced. In a highly competitive world where every 
unit of time is crucial and where every decision is 
strategic, it becomes imperative that an organizational 
repository of knowledge is generated and stored in an 
accessible place. What could be better than having a 
centralised database in an user friendly form ! 
 
The objective of knowledge management is to 
capture tacit knowledge of different stakeholders of 
the organization as customers, shareholders, 
employees, suppliers etc. and make it explicit so that 
other employees can take advantage of it. Such 
sharing of information will enable improved and 
quicker decision making and benefit the organization. 
 
Large organizations suffer from a lack of 
cohesiveness and duplicates efforts because they have 
scattered or virtual units, flexi-hours and work from 
home options. Moreover the employees working in 
such organizations suffer from lack of self-esteem 
and do not show loyalty. In such cases although a 
large amount of knowledge will be generated, it will 
not be put to proper use due to lack of connectivity. 
 
Today even in small organizations it is not possible to 
expect that each and every employee is aware of 
every bit of information existing or generated within 
the organization. The hectic pace of work and other 
professional demands leave us with very little time to 
frequently sit and discuss the latest updates. This lack 
of social networking also prevents us from knowing 
who knows what in our own organizations. 
 
Knowledge Management (KM) has been in existence 
in our society ever since the discovery of language.As 

long as society was not widespread, these different 
tools and techniques served its purpose of facilitating 
the transfer of knowledge. 
 
II. KM PRACTICES IN BANKING 
 
The strategic challenge lies in designing an interface 
which will permit easy trapping of customer 
information. Know Net – the knowledge management 
portal of Larson & Toubro ( a construction company) 
was set up to solve problems occurring at project 
sites. It uses KM to roll out real world construction 
projects at lower costs. Each employee in the 
organization has accumulated experience over the 
years and has unknowingly used it for problem 
solving or creating strategies. The strategic challenge 
lies in getting people to know ‘what they know’ and 
then share it with others, make it articulate and 
explicit. Infosys Technologies (software producer) 
uses its KM system to capture and template 
permanently the learnings from projects because 
software professionals tend to be mobile (Goswami, 
2004). 
 
Infosys has conceived, developed and deployed 
internally an elaborate architecture for KM, that aims 
to take the company to a ‘Learn Once, Use 
Anywhere’ paradigm. In mid 1999 a formal initiative 
for implementing KM was adopted and the vision 
was to ‘enable every action by the power of 
knowledge, leverage knowledge for innovation, 
empower every employee by the knowledge of every 
other employee, and to be a globally respected 
knowledge leader’. The challenge is to create direct 
people-to-people sharing mechanism. (Kochikar, 
2001) 
 
India has witnessed Knowledge Management(KM) in 
practice by some companies. GoodlassNerolac, paint-
maker, embraced Knowledge Management in March 
2003 because a need was felt to capture knowledge 
from purchase patterns of customers and dealer 
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insights. Along with money paid for the product, 
customers also provide a lot of information as their 
perception of the product and similar substitute 
products. 
 
Having being convinced about the need for practicing 
Knowledge Management, the next important step for 
management is to go about putting it into practice. In 
ICICI it started by having a Coordination Group who 
sold the concept to the employees. The ‘Wiseguy’ 
banner was floated in the company’s Intranet; it 
eventually became a part of the Intranet. Emails were 
sent out to all employees about ‘Wiseguy’ and its 
features. Interested persons could get in touch with 
the system administrator for login password. The 
Coordination Group members comprised employees 
from the research group, HRD, ICICI infotech and 
the library staff. The concept initiated in April 2000. 
A dedicated team of 7 software developers worked on 
it using existing IT infrastructure. The first version 
went live on 15th June 2000 and the second was 
version made live on 15th October 2000. Between 
April and November it had 40,000 hits. 
 
An individual may possess knowledge by sheer virtue 
of her being associated with the organization. This 
knowledge that she possesses is tacit in nature. 
However the explicit part of the knowledge is when 
associates know that she has knowledge about a 
particular thing. It is this tacit knowledge that has to 
be captured, codified and put in a common place from 
where all in the organization can have access and 
utilise it to their benefit. This is easier said then done. 
The first problem that is likely to crop up is the 
unwillingness of the owner of the knowledge to part 
with it. The second problem would be when the 
owner is willing to articulate it but the recipient is 
unwilling to absorb it. 
 
III. KM STRATEGY IN BANKING  
 
It is evident from the findings that both schools of 
strategy are being followed in Bank One is that 
opportunities exist and therefore the organization 
must gear up to grab it and the second thought is that 
the company’s internal strengths permit it to take 
advantage of a few specific opportunities. However, 
it is seen that the orientation is slowly moving 
towards the second and newer school of strategic 
planning and stress is being given on internal 
resources. 
1. Majority of the respondents agreed with the 

statement that a good business strategy depends 
on the internal knowledge base of the company. 

2. Out of total 97% of the respondents felt there 
was indeed a link between strategy and the 
external environment.  

3. Out of total 52% felt that externally focussed 
orientation did not provide a secure foundation 
for formulating long term strategy. 

4. Out of total respondents 61% believed that the 
firm’s own resources maybe a more stable basis 
to formulate a strategy. 

5. 97% of the respondents believe that utilisation of 
the knowledge base of the company will result in 
reaping rich dividends.  

6. 65% of the respondents disagreed with the 
statement that profits are not linked to 
employees’ knowledge. 

 
It can be observed that although majority believe that 
use of the company knowledge base would definitely 
yield dividends but they appear to be not very clear 
about each and every employee’s contribution to 
profitability of the company. 
 
From the above findings, one can observe that 
everybody seems to agree and believe in sharing and 
application of knowledge. Some feel that one can 
replicate (copy) another employees knowledge 
(methodology of working). However they disagree 
that the entire knowledge base of an employee can be 
easily transferred to another person or database.  
 
In conclusion it can be said that emphasis is being 
given on the internal intangible resources of the 
company while formulating strategies. The ambience 
within the organization is that of willingness to share 
one’s own experience and learn from other’s 
experience. Knowledge dissemination and sharing is 
believed to lead to rich dividends but a direct link 
with profits is still not yet clear cut. 
 
IV. CRITICAL SUCCESS 
 
KM Issues in Banking 
A very high level of constant motivation is required 
to get the entire organization hooked to the concept of 
searching for strategic information on the KM site. 
What the KM group did was to ensure that the 
Wiseguy contained enough information to be able to 
catch and retain the interest of a diverse interest 
group. In some cases, it was the daily capsule of the 
business news which hooked them while in other 
cases it was the business cartoons. Once a person got 
into the habit of daily logging in, he started browsing 
out of curiosity. This gave him an awareness of the 
different information sources available that he could 
use in course of his work.  
 
Implementing KM requires money. The fund 
requirement depends on the kind of computer 
architecture that one proposes to use or has in place, 
the software needed and staffing requirements of the 
KM group. Another problem arises in getting people 
to genuinely contribute their knowledge and also in 
getting people to utilise information on the site. 
Implementing KM is not hassle free. One can expect 
to face problems right from the conceptual stage. If 
the top management is not sold about the necessity 
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for having KM then it will be difficult to emulate 
success. It will require a company sponsor who will 
champion for the cause of knowledge management. 
 
CONCLUSION 
 
There should be a confirmation on the availability of 
databases requirements where the necessary 
information are kept. In addition to the development 
of the external and internal information networks and 
the development of the employees’ skills of using 
these networks in terms of acquisition, retention, 
application, sharing and knowledge storage to 
reengineer the banking services quality in future. The 
relatively young age group of the employees and 
support provided by the top management had led to 
the progress of the concept of knowledge 
management. KM started as an experimental basis in 
bank without an additional funding and nobody was 
forced to use the site. Support provided by the top 
management, the relatively young group of the 
employees had led to the progress of the concept of 
KM. 
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