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Abstract- The aim of this paper is to focus on the concept of knowledge management and to show the contribution of each 
type of use of ICT (the creative use and the reactive use) on KM in terms of codification of knowledge and personalization 
of knowledge. Furthermore, we aim to identify the impact of KM fostered by ICT on enhancing the organizational 
performance of the firm precisely in human resources values, in sustainability of the organization and in economic 
efficiency, specifically in the telecommunications sector in the Tunisian context. Therefore, we highlight the hypothesis 
which states that ICT use has a positive impact on KM. Furthermore, a second hypothesis is studied to show that KM affects 
positively organizational performance. Methodologically, our study adopts a positivist epistemology with a hypothetico-
deductive approach. Empirically, we have targeted the Tunisian and foreign companies established in Tunisian territory and 
belonging to the telecommunications sector and we were able to ask 114 persons. We used the software SPSS Version 18, 
we made factor analysis and regression analysis. Concerning results, we validated both hypotheses. As consequence, we 
have concluded that the overall results confirm our conceptual model. 
 
Keywords- Knowledge Management (KM), Organizational Performance (OP), Usage of ICT, Knowledge Personalization, 
Knowledge Codification, Creative use, Reactive use. 
 
I. INTRODUCTION 
 
KM is the culmination of an entire data treatment 
process to finally arrive at an exploitable knowledge. 
This knowledge will be treated in two ways, either it 
will be personalized, or it will be codified. Facing the 
current context of globalization and of endless change 
in which the one who holds the information holds the 
power, the ICTs will have their word to say through 
their key role in enabling the organization to adapt 
and even anticipate change, because ICT intervenes 
to acquire, store, protect, disseminate and enhance 
this knowledge. In fact, the use of ICT will be done in 
two ways; either creatively through the 
personalization approach of knowledge or reactively 
through the codification approach of knowledge. 
 
In fact, works on the KM are numerous and belong to 
the resource approach. Since the 1970s, various 
theories have emphasized the role of knowledge in 
company’s performance. Among these theories, we 
find the "Knowledge Based View (KBV)”, which 
focuses on the strategic significance of knowledge as 
creating value and as a strategic advantage. 
According to several theorists as Nonaka and 
Takeuchi (1995), KM is considered as one of the 
most important strategies since it represents the raw 
material for each decision. De facto, the value 
creation depends mainly on knowledge which is 
situated in the heart of organizations strategies. 
By focusing on telecommunications companies in the 
Tunisian context we can identify the existence of the 
creative use and the reactive use of ICT that are 

essential in the most exposed companies to the 
competition as in the telecommunications sector.  
This leads us to the purpose of our research which is 
to focus on the concept of KM and to show the 
contribution of each type of use of ICT on KM in 
terms of codification of knowledge and 
personalization of knowledge. Furthermore, we aim 
to identify the impact of KM on organizational 
performance of the firm.  
 
II. THEORETICAL BASIS OF RESEARCH 
 
A. Knowledge Management 
Groff & Jones (2012) cited in Zhang et al. (2015), 
consider that KM is a “set of organizational activities 
to achieving organizational objectives by making the 
best use of knowledge”. (Zhang et al., 2015, p1) 
Bueno and Ordoñez (2004) cited in Lopez et al. 
(2009), affirm that KM is treated as a set of processes 
that serve to consider knowledge as a key factor, thus 
to use it in order to generate value. According to 
Davenport et al. (1998) cited in Lopez et al. (2009), 
KM is defined as “a process of collection, distribution 
and efficient use of the knowledge resource”. (Lopez 
et al., 2009, p112), In the same context, Nonaka and 
Takeuchi (1995) cited in Garcia-Alvarez (2014), 
define KM as ‘‘company’s capacity to create new 
knowledge, disseminate it within the organization and 
incorporate it in all organizational processes’’.  
 
(Garcia-Alvarez, 2014, p1) Also, O’Dell and Grayson 
(1998) cited in Garcia-Alvarez (2014), consider that 
KM is a strategy that aims to make sure that 
knowledge will reach the right person at the 
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appropriate time in order to use it and to share it with 
the intention of improving the functioning of the firm 
and improving the organizational competitiveness. 
Lindblom and Tikkanen (2010) cited in Garcia-
Alvarez (2014), shared the same opinion. 
Additionally, as reported by Hansen et al. (1999) 
cited in Hendriks (2001), the ability of a company to 
innovate is related to knowledge. This latter, is 
responsible of maintaining the competitive position of 
a firm. Over and above, knowledge can be either tacit 
or explicit, according to Nonaka and Takeuchi (1995) 
cited in Garcia-Alvarez (2014), tacit knowledge is 
personal and it stems for example from experience, 
ideas, know-how of workers which make hard its 
transmission, its reproduction and also it is difficult to 
be appropriated (Goffin & Koners, 2011) (Garcia-
Alvarez, 2014) nevertheless, it is currently facilitated 
by the digital revolution. As regards explicit 
knowledge, Hislop (2013) cited in Garcia-Alvarez 
(2014), states that it is formal and codified in 
documents, databases, etc. or stored in computers 
which make it available and easily transmitted 
(Dwumfuo, Kommey, 2013). It’s very useful in case 
of unexpected departure of staff, resignation, and 
involuntary oblivion. It is also accelerated by the 
digital revolution. 
 
B.  Models and approaches of KM 
Among the best-known KM models, we find: the 
SECI model (1988), the Choi and Lee model (2003), 
the Huber model (1991), the I-Space model (1995) 
and the Sveiby model (2001).  We find also several 
approaches such as, the resource-based approach, the 
knowledge based approach, the approach through the 
process, the knowledge personalization approach and 
the knowledge codification approach. 
 
III. LINKS BETWEEN ICT USES AND THE 
PERSONALIZATION OF KNOWLEDGE AND 
THE CODIFICATION OF KNOWLEDGE 
 
In spite of the controversy that revolves around the 
role that plays ICT in KM, “many authors have 
stressed the potential benefits of specific ICTs to 
knowledge management (e.g. Laudon and Laudon, 
1997; Marshall, 1997; Ruggles, 1997a,b; Bair and 
O’Connor, 1998; Malhotra, 2000b)”. (Hendriks, 
2001, p.58)  
According to McDermott, (1999) cited in Hendriks, 
(2001), the role of ICT does not exceed to be a 
catalyst for KM, because having the technologies do 
not mean that the organization will be considered 
much more “knowledgeable”, however, technology is 
undeniably considered as a part of knowledge 
management process (Davenport and Prusak, 1998) 
(Hendriks, 2001). 
 
A. Creative use of ICT: Contribution to the 
personalization of knowledge 
 

Chen and Huang (2007) and Erden et al., (2008) cited 
in Choe (2012) assert that, the personalization 
approach through interpersonal interaction and 
communication will help individuals to create, to 
transfer and to share tacit knowledge.  
The personalization approach is also called “the 
collaboration” or “the process” approach (Mentzas et 
al, 2003). It underlines the importance of nurturing 
the process of knowing and does not support the idea 
of capturing or distributing knowledge (Mentzas et al, 
2003). “In this approach, knowledge is closely tied to 
the person who developed it and is shared mainly 
through person-to-person contacts”. (Mentzas et al, 
2003, p4) The ICT role in the process approach is to 
facilitate the communication between members and 
not to store knowledge. 
According to the personalization approach (process 
approach), KM is seen as a social communication 
process.  ICT intervenes to boost this process by 
facilitating the interaction between individuals, thus, 
helping the firm to gain in terms of time and 
proximity. The tools that support this approach are 
mainly video-conferencing, e-mail, social networks 
and group-decision support systems (Mentzas et al, 
2003), also, Bolisani and Scarso, (1999); Hansen et 
al., (1999); Scheepers et al., (2004) cited in Choe, 
(2012) shared the same point of view. 
In fact, without the interaction and the 
communication between individuals we cannot speak 
about personalization of knowledge. The group 
diversity in backgrounds, in training and also in 
experiences will enrich the interaction between 
members more than do homogenous groups because 
they will share various new knowledge which 
represents a strong basis for learning since the 
incoming information is not related to what is 
previously known and it is more likely to be heard for 
the first time (Choe, 2012). In the same line, Erden et 
al. (2008) cited in (Choe, 2012), assert that the 
experience of members and the received training 
affect the success of sharing a tacit knowledge and 
represent a precondition for it. 
As a matter of fact, applying the personalization 
approach in the company will lead to create 
communities of interest and of practice, these groups 
are self-organized and aim to communicate and to 
interact with each other voluntarily around a common 
interests or work practices (Mentzas et al, 2003).  
As reported by Mentzas et al. (2003), this approach is 
privileged by firms that the value of their 
product/service perceived by their clients relies on an 
innovative product/service which ought to be highly 
customized.  With this category of clients, the 
evolution of needs change considerably which make 
codified knowledge not enough helpful to respond to 
their needs.  
In this case, IT infrastructure intervenes to make the 
connection between members by facilitating 
conversations and interactions, it represents a 
medium between people by ensuring knowledge flow 
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(Lee and Choi, 2003; Pan and Leidner, 2003) 
(Hansen et al., 1999; Bolisani and Scarso, 1999) 
(Choe, 2012). For instance, the groupware and the 
collaborative systems represent a virtual space 
allowing individuals to process knowledge in real 
time for a best interaction (Marwick, 2001; Lee and 
Choi, 2003) (Lopez et al., 2009) (Al-Hawamdeh, 
2002) cited in Lopez et al. (2009). That’s why, Bellon 
Ben Youssef, M'henni (2007) consider that the use of 
ICT in the personalization of knowledge is innovative 
and called creative use (or exploration). Also, 
Mentzas et al. (2003), consider that this approach will 
lead to customized and innovative product/service. 
Moreover, Khayati and Karoui Zouaoui (2011), infer 
that there is a positive impact of the creative use of 
ICT on personalization of knowledge. 
From the above, we formulated the following 
hypothesis: H1.1: the creative use of ICT affects 
positively the personalization of knowledge 
 
B. Reactive use of ICT: contribution to the 
codification of knowledge 
 
Wasko and Faraj (200) cited in Choe (2012) state that 
“A codification strategy is an approach that usually 
seeks to obtain and store knowledge in explicit forms 
for subsequent use and transfer or sharing by 
employees”. (Choe, 2012, p.6217) In fact, the 
codification of knowledge is a conversion process 
serving to turn a tacit knowledge that is difficult to 
formalize into an explicit knowledge. It’s also called 
“content-centred” or “product” approach. According 
to Mentzas et al. (2003), “The “product” approach 
implies that knowledge is a thing that can be located 
and manipulated as an independent object. (Mentzas 
et al, 2003, p3). Mentzas et al. (2003), stipulate that 
the cohorts that support the product approach affirm 
that it will facilitate the capture, the dissemination, 
the measurement and the management of knowledge. 
Lopez et al. (2009), assert that the codification and 
the storage of knowledge are facilitated by the 
information technology. 
In fact, to convert a tacit knowledge to an explicit 
knowledge, IT tools are advocated in order to 
standardize and to automate certain tasks (Anand et 
al., 1998) (Lopez et al., 2009). Through the 
codification and the storage processes, knowledge 
will be accessible for the concerned members of the 
company and will be integrated in its database (Lopez 
et al., 2009). This “product” approach emphases the 
representation of knowledge by the creation of 
documents, the storage of knowledge in computer 
memories and its reutilization. For instance, best 
practice databases and archives of learned lessons 
(Mentzas et al, 2003). 
Thus, for the firms that have a standardized and 
mature product, they opt for the product-centric 
approach as a strategy because they find that it suits 
better their situation. In fact, the development and the 
selling of standardized products require a beforehand 

understanding and organized tasks because the 
knowledge used is relatively rigid and easily codified 
(Mentzas et al, 2003). 
Unlike creative use, the reactive use of ICT is based 
on human-technology interaction and it is supported 
by electronic management of documents and of 
production (Khayati and Karoui Zouaoui, 2011). Firm 
that establishes computer equipment which support 
IT for KM will undeniably develop an intelligent 
behavior on the firm, and will be more accessible to 
advanced software so they will certainly reduce their 
costs. 
In fact, Mentzas, et al. (2003), stipulate that when we 
are in face of a codification approach, the 
product/service is standardized and mature, and 
according to Khayati et Karoui Zouaoui, (2011), 
codification of knowledge is positively influenced by 
the reactive use of ICT. 
From the above, we formulated the following 
hypothesis: H1.2: the reactive use of ICT affects 
positively the codification of knowledge.   
                                          
IV. IMPACT OF KNOWLEDGE 
MANAGEMENT ON ORGANIZATIONAL 
PERFORMANCE 
 
According to Morin et al. (1994), cited in Tremblay 
et Audebrand (2003), OP is based on four dimensions 
that are the economic efficiency, the sustainability, 
the human resource value and the legitimacy of the 
organization in front of external groups. In our 
research, we will focus on the economic efficiency 
dimension, the sustainability dimension and the 
human resource value dimension. 
In fact, aiming to boost its performance, the firm puts 
knowledge at the service of concerned members in 
order to face the turbulent environment and to 
guarantee its viability for the long term (Malhotra, 
2001) (Mosconi & Roy, 2013). Mousavizadeh et al 
(2015), state that “Knowledge management affects 
organizational performance on several levels. KM 
can facilitate innovativeness and organizational 
efficiency. Knowledge management can also 
contribute to learning and growth”. (Mousavizadeh et 
al, 2015, p.36) 
Moreover, Rivard and Roy (2005) Perrin et al. (2006) 
cited in Mosconi & Roy (2013) highlighted firstly the 
importance of culture to encourage knowledge 
sharing, secondly the importance of strategy to select 
the knowledge that should be shared and to identify 
the manner to protect it, thirdly the importance of 
structure to promote and support the development of 
knowledge management in the firm and finally the 
importance of technology to develop a system that 
serves to codify and to transfer knowledge. “This 
approach integrates both organizational and 
technological dimensions in order to connect the KM 
approach to the organization’s strategy or business 
objectives”. (Mosconi & Roy, 2013, P72) 
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A. Impact of KM on staff values 
The enhancement of the human resource value relies 
on the mobilization of the staff in order to boost their 
interest to their work and for the company where they 
belong and to foster their effort to fulfill company’s 
goals (Tremblay and Audebrand, 2003). The 
employee mobilization will be fostered in a suitable 
work climate (Yaya, 2003), which will affect 
positively the competence of the staff and will lead to 
the development and the performance of the firm 
(Arthur, 1999; Gay & Panisse, 1999) (Yaya, 2003).  
De facto, knowledge places human factor at the 
center, as dissemination and sharing of knowledge 
involve all the actors in the organization (Hatchuel et 
Weil, 1992 Leonard-Barton (1995) et Nonacka 
Takeutchi 1995). Also, Bilesuar et al. (2014), 
consider that the one responsible of appropriating and 
owning knowledge is nobody else than humans, so an 
easy access to information will lead to a more 
satisfied employee. 
From the above, we formulated the following 
hypothesis: H2.1: KM affects positively the value of 
staff 
 
B. Impact of KM on the sustainability of the 
organization 
 
Sustainability is based on the stability and the growth 
of organization and depends mainly on the quality of 
the product/service (the product should meet 
customer needs), on financial profitability (the 
evolution of financial indicators of the company 
compared either to previous years or to a fixed target) 
and on competitiveness (the evolution of economic 
indicators comparing to competitors) (Yaya, 2003). 
All these factors are essential for the sustainability of 
the firm and are nurtured by knowledge. 
In fact, knowledge is characterized by its difficult 
imitation comparing to other resources (Mueller and 
Dyerson, 1999; Hislop et al., 2000) (Hendriks, 2001). 
As a consequence, the uniqueness that comes from 
knowledge will represent a guarantee for 
sustainability for the firm (Quinn, 1992; Reich, 1992; 
Drucker, 1993; Nonaka and Takeuchi, 1995; Teece, 
1998; Zack, 1999b; Lam, 2000). (Hendriks, 2001) 
This allows us to advance the following hypothesis: 
H2.2: KM affects positively the sustainability of the 
organization 
 
C. Impact of KM on economic efficiency 
 
Economic efficiency is based on the ability of the 
firm to manage its resources and use them optimally 
without waste through resource economics and 
productivity (Yaya, 2003). In fact, each company 
aims to economize the use of its resources and to 
reduce its costs without affecting its good 
functioning. As regards productivity, it relies on the 
quantity and the quality of the product/service after 
using resources. Knowledge management intervenes 

to create an economic advantage, since it avoids the 
loss of knowledge in case of high turnover and 
mobility. As reported by Veyble and Prieur (2003), 
Knowledge management is a way to improve internal 
efficiency and customer services by reducing costs, 
delays, therefore increasing profitability. 
 
This allows us to advance the following hypothesis: 
 
H2.3: KM affects positively economic efficiency 
This leads us to our hypotheses: 
H1: ICT uses affect positively KM 
H1-1: The creative use of ICT affects positively the 
personalization of knowledge 
H1-2: The reactive use of ICT affects positively the 
codification of knowledge 
H2: KM affects positively the OP. 
H2-1: KM affects positively the value of staff 
H2-2: KM affects positively the sustainability of the 
organization 
H2-3: KM affects positively the economic efficiency 
Which brings us to our conceptual model: 
 

 
Figure 1: Conceptual Model 

 
V. METHODOLOGY OF RESEARCH 
 
To test empirically our model, we have elaborated a 
questionnaire targeting telecommunications sector 
companies. 
 
A. The choice of measurement scales 
 
The choice of measurement scales was justified by 
their coherence with the definitions of our concepts, 
their validity and their reliability. For the ICT uses, 
the numbers of items are 9, with two dimensions that 
are creative use of ICT based on the work of Khayati 
et KarouiZouaoui (2013), Bellon, Ben Youssef, 
M’henni (2007), Roca et al (2006), Saadé et Bahli 
(2005), Diez et Mcintosh (2009), Davis (1989) and 
the reactive use of ICT based on the work of Roc et 
al. (2006), Zhang et al. (2006), Bellon, Ben Youssef, 
M’henni (2007), Lu et al. (2006), De Vries et al. 
(2006), Bouchez (2004). For the KM, the numbers of 
items are 11, with two dimensions that are knowledge 
personalization based on the work of De Vries et al. 
(2006); Bouchez (2004), Galtier (2005), Bourhis, 
Dubé et Jacob (2006), and Knowledge codification 
based on the work of Kankanhalli (2005), Ermine et 
Foray, Bouchez (2004). For the OP, the numbers of 
items are 13, with three dimensions that are HR 
Values based on the work of Lu et al (2006), De 
Vries et al. (2006), Bouchez (2004), Bellon, Ben 
Youssef, M’henni (2007), sustainability based of the 
work of Roc et al. (2006), Zhang et al. (2006), 
Bellon, Ben Youssef, M’henni (2007), and economic 
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efficiency based on the work of Roc et al. (2006), 
Zhang et al. (2006), Bellon, Ben Youssef, M’henni 
(2007). All these items are presented on a Likert 5-
point scale from 1: Totally disagree to 5: Strongly 
agree. 
 
B. Sampling Method 
 
The sampling method is a non-random method of 
convenience. In fact, the questionnaires were sent to 
enterprises in the telecommunications sector. The 
collected data was analyzed with SPSS Version 18. 
We administered the questionnaire to over of 200 
persons and we have received 114 questionnaires 
answered. The respondents were 52.6% men and 47.4 
women. As regards the age, 71% was aged between 
31 and 40 years. Moreover, 38.6% have professional 
experience between 6 and 10 years. Also, 95.62% of 
respondents are operators and 56.1% of them have a 
bachelor + 4 degree.  
 
VI. ANALYSIS AND DISCUSSION OF 
RESULTS 
  
A. Dimensionality and reliability of 
measurement scales 
 
In order to check the dimensionality of the 
measurement scales we have used the factor analysis 
of the main components (AFCP). We have calculated 
the Cronbach's alpha for each factor to verify the 
reliability of items (internal consistency). 
We have found: ICT use, with two dimensions that 
are “creative use of ICT” which have 4 items with 
KMO equal to 0.674, Bartlett test equal to 139,046 
with p=0,000 and with Alpha of Cronbach equal to 
0,762 and “reactive use of ICT” which have 5 items 
with KMO equal to 0.823, Bartlett test equal to 
283,262 and p=0,000 and with Alpha of Cronbach 
equal to 0,791. For KM, two dimensions that are 
“knowledge personalization” which have 7 items with 
KMO equal to 0,760, Bartlett test equal to 458,035 
with p=0,000 and with Alpha of Cronbach equal to 
0,814 and “Knowledge codification” which have 4 
items with KMO equal to 0,718, Bartlett test equal to 
152,521 with p=0,000 and with Alpha of Cronbach 
equal to 0,732. For OP, three dimensions that are 
“HR Values” which have 6 items with KMO equal to 
0,733, Bartlett test equal to 417,673 with p=0,000 and 
Alpha of Cronbach equal to 0,807, “sustainability” 
which have 3 items with KMO equal to 0,604, 
Bartlett test equal to 88,323 with p=0,000 and with 
Alpha of Cronbach equal to 0,712 and “economic 
efficiency” which have 4 items with KMO equal to 
0,748, Bartlett equal to 200,014 with p=0,000 and 
Alpha of Cronbach equal to 0,842. 
 
We have noticed that the two dimensions of “ICT 
uses” meet the criteria of reliability and validity as 
they have a value alpha greater than 0.8. As regards 

the "KM" variable, its two dimensions 
"Personalization of knowledge" and "codification of 
knowledge" have an acceptable reliability with an 
alpha greater than 0,7. Concerning our third variable 
"OP", its dimensions have a good reliability since the 
alpha value is greater than 0.7. 
 
B. Hypothesis verification 
 
The following table summarizes the regression 
equations of our hypotheses: 

 
Figure 2: Summary of regression equations of hypotheses 

 
On the basis of this analysis, we confirm that the use 
of ICT in telecommunications companies is justified 
by the enhancement of the circulation and the 
dissemination of knowledge. This will lead to a 
collective and rapid resolution of work issues. In fact, 
the personalization approach of knowledge will 
stimulate the creation of creative solutions through 
the interaction among individuals and the codification 
approach supported by ICT will allow the employees 
to automate repetitive functions especially that in this 
sector there is plenty tasks that are daily repeated. 
Also, being an active member in a team by sharing 
with others valuable knowledge frequently through 
appropriate tools of TIC will make the employee feel 
respected and allow him to evolve in his career 
besides the positive effect that will occur in the 
product/service offered by the company. 
In fact, thanks to the exchange of experiences, 
knowledge, know-how, and to the storage of 
knowledge in databases for a future reutilization, 



International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-3, Issue-5, May-2017 
http://iraj.in 

Information and Communication Technology (ICT) and Knowledge Management (Km): Towards Organizational Performance 
 

52 

companies will save time and money, improve the 
quality of the missions, enhance customer 
relationships, increase productivity, and even create 
new business opportunities for the organization, 
thereby achieve performance. 
 
CONCLUSIONS 
 
In our study, we have shown that each type of use of 
ICT is an important factor that contributes to KM; the 
creative use contributes to the personalization of 
knowledge and the reactive use has a major influence 
on the codification of knowledge through the 
availability of such resources (data bases, social 
networks ......).  
This research was focused on organizations that use 
high technologies and which belong to the 
telecommunications sector as Tunisie Telecom, 
Orange, Tunisiana, Teleperformance. 
We have three major contributions, theoretical, 
practical and methodological. Regarding the 
theoretical contribution, in our work we tried to 
explain KM practices using ICT, and also, we 
explained the impact of KM on OP. We tried to 
enrich the previous work dealing with the issue of 
KM and the use of ICT to cover the lack of research 
registered at this level. As concerns the practical 
contribution, it’s related to the investigative tool. 
Indeed, our questionnaire was developed from 
previous studies and can be used as an operational 
tool for audit in KM. At the organizational level, our 
contribution consists on providing new data for 
Tunisian companies so that they will be more aware 
of the importance of KM, and to encourage them to 
use ICTs in a knowledge personalization and 
knowledge codification purposes. These companies 
should consider KM as one of the essential factors of 
OP. Methodologically, our contribution is in the use 
of quantitative investigation to answer our research 
question, our research objectives and validate our 
hypotheses so we have concluded that the overall 
results confirm our conceptual model. 
However, as a limit, we could be able to study other 
factors as staff capacity in using ICT. In addition, we 
used the questionnaire which is not a flexible mode of 
data collection (Thietart et al, 1999). These limits 
offer new perspectives for research as introducing 
other factors that may explain KM. 
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