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 1. Introduction 
 
 

 

 

Knowledge gathering and sharing are key parts of the knowledge management 

initiatives. An effective process of knowledge management requires a supporting 

organisational infrastructure that clearly sets the guidelines and communication 

schemes of who, how and when gathers data, where data is disposed and further 

transferred within the organisation and the wider community. 

 

The aim of this report is, on one side, to identify and analyze key processes, tech-

niques and tools for creating and harnessing knowledge in Performing Arts Center 

MULTIMEDIA from Skopje, Macedonia and, on the other side, to provide informa-

tion on the status of the subject among the civil society sector in Macedonia. 

 

Moreover, this report is designed to support the civil society organisations in find-

ing, creating, managing and sharing knowledge to improve their performance by 

introducing the value of knowledge management, providing portfolio of KM tools 

and techniques and providing approaches to organisational processes which sup-

port KM.  

 

The report is based on research methodology that involves quantitative and quali-

tative tools to assess the level of knowledge in PAC Multimedia and six other civil 

society organisations from Macedonia and the perceptions and attitudes of its 

employees in relation to the process of knowledge management. 

 

PAC Multimedia is used as a case study and various tools are used so as to re-

search the level and type of knowledge present in the organisation, the status of 

knowledge management among the employees and to identify the starting point 

for managing knowledge more efficiently. In addition, six other civil society organi-

sations have responded to the request to be involved in a research with wider 

scope to assess the status of the subject among the civil sector in the country. This 
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is not a representative sample, it is rather a convenience sample; therefore, the 

results cannot be generalised to the wider population of civil society organisations 

in Macedonia but to those participating in the research. Although the research is 

general and narrow, it provides informative and instructive insights on unexplored 

issues of the work of the civil society sector in the country, which is gaining impor-

tance in a context where the civil sector is large provider of social services. The 

report contains valuable lessons learned through the practical experiences of the 

different organisations and their staff who could offer an important basis for the 

problem identification and the know-how transfer within the continuing process 

relating to improving the quality of knowledge management among the civil soci-

ety organisations in Macedonia and as such, the insights gained through the re-

search can be used to set future actions and initiatives in the field of knowledge 

management among the civil society organisations in Macedonia. 

 

The results of the report are used to provide guidelines and protocols on gathering 

data and its effective structuring and use in future initiatives. 

 

The main research questions of the project are: 

 What knowledge is needed to support overall organisational goals and indi-

vidual and team activities? 

 What knowledge exists in the organisation and where it exists, which are the 

gaps and the duplication? 

 How knowledge moves around in, and is used by, the organisation?  

 To which extent is the knowledge being effectively managed? 

 Which improvements are needed, and where? 

 Which are the knowledge assets, one that are visible, measurable and ac-

countable? 

 What is vital in the development of effective knowledge management pro-

grammes and initiatives that are directly relevant to the organisation’s spe-

cific knowledge needs and current situation? 

 

The project is initiated in the framework of the Education Support Programme of 

Open Society Institute in Budapest in 2011 whose aim is to initiate a process of 
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research strategy capacity development among the civil society sector worldwide. 

The initiative adopts the use of practice based learning and test based instrument 

development to develop information gathering protocols and strategies for CSOs 

to improve the extent to which educational interventions are validated sources of 

systematic social data. 

 

The reasoning behind the initiative is the relationship between the third sector 

and the public sectors and the fundamental changes taking place over the last 

decade. The public sector has increasingly retreated from the role of direct service 

provider, and, through the mechanisms of competitive tendering, public-private 

partnership schemes and interventions have been outsourcing provision responsi-

bilities to CSOs.  

 

This changes the nature of the responsibility of CSO interventions, and leads to a 

fundamental transformation of the opportunities and risks for education CSOs.  

Thus, the projects of education CSOs are not only an instrument of social experi-

mentation and innovation, but also a part of the general understanding of what 

works and why. This becomes to be of utmost importance when one considers the 

complexity linked to fostering equal educational opportunity in the context of the 

classroom and school. Therefore, the development of information collecting pro-

tocols and strategies by education CSOs is a necessity for the purposes of fostering 

the organisational capacities to better understand the outcomes and impact of 

their education service interventions on beneficiary groups.  

 

The term knowledge refers to both tacit and explicit knowledge. While explicit 

knowledge can be codified and documented and is easier to be transferred, the 

tacit knowledge cannot be articulated. Documentation of knowledge is important 

when considering transferability of knowledge (Zander and Kogut, 2006 according 

to Levkov and Gjorgijovski, 2011: 14). 

 

Activities in the domain of knowledge management would not yield success if 

there is no organizational infrastructure which will support KM initiatives. Today, 

all employees must share their knowledge; indeed, such activities have become a 
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competitive necessity (Wing S. Chow *, Lai Sheung Chan p. 458 2008) (ibid). The 

literature review in the field of knowledge sharing management concentrates on 

several factors, which are as follows: the organisational context, interpersonal and 

team characteristics, cultural characteristics, individual characteristics, and moti-

vational factors. The model of Michael J. Marquardt (2002) identified four main 

organisational subsystems which support organisational learning: organization, 

people, technology and knowledge management practices (ibid.). In this research 

the following three main subsystems are constructed: people, technology and the 

organisational response in relation to knowledge management. People, as a sub-

system, involve: team work, work satisfaction, level of trust and level of knowl-

edge; technology includes information on information systems while organisation 

as a subsystem includes: information related to KM strategy, approach, reward 

systems, organisational culture, professional training and management style. 

 

The following approaches and tools were applied to conduct a KM research within 

PAC Multimedia and other civil society organisations: site observation, question-

naire-based surveys, face to face interviews and focus group discussion. The 

knowledge management research was divided into four parts: 

 background study involving literature review and strategy project develop-

ment; 

 data collection which focused on gathering data related to KM process within 

the selected organisations streaming from documents in forms of: letters, 

memos, minutes, agendas, historical records, brochures, pamphlets, posters, 

and so on, as well as data stored on hard drives; interviews: specially designed 

questionnaires and face-to-face interviewing; and, participation in focus 

groups; 

 data analysis related to interpretation of the gathered information; and 

 data evaluation which gives recommendations for further development of the 

process within civil-society organisations which can improve their perform-

ance and community impact. 
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2. Knowledge  Management in the  Work of Civil Society  

Organisations in Macedonia 

 

 

During the nineties, the Republic of Macedonia, as well as the neighboring West-

ern Balkan countries, experienced the rise of the civic consciousness, and with it, 

the first civic initiatives, organisations, associations and foundations have been 

established. For the past twenty years the so-called third sector has been rapidly 

growing, establishing itself as a true force of social change.  

 

In spite of the many problems faced by the civil society sector in the country 

(financial long-term sustainability of the sector; lack of sponsorship in the sector; 

insufficient coalitions and partnerships among the sector itself), it proved to be 

the strongest element in the society reforms taking place at all levels, albeit in the 

educational system and adults education headed towards producing engaged, 

critical and creative citizens. However, it is a paradox that in most cases its contri-

bution is not based on evidence and data gathered through the wide range of edu-

cational services it provides, but rather on donor`s interest, selected opinions, or 

“tradition.” Far too often, elaborations on the organisational data gathering proto-

cols and strategies by CSOs are omitted and the call for connecting practice to 

research undermined.  

 

Projects with educational components, albeit focused on formal or informal edu-

cation, produce vast amount of information, as reports, minutes, agendas, bro-

chures, posters, number of beneficiaries involved in the activities, information 

related to level of satisfaction, project`s effectives, achievement of goals, etc. 

However, such information is rarely compiled in a data bank or gathered in for-

mally structured process of organisational data gathering bank, but more often as 

project activity of evaluation and monitoring. The integration of the data into pro-
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gram development, management, and evaluation is the task of this introspective 

analysis of the organisational data gathering strategy.  

Knowledge management is about building the organizational intelligence by ena-

bling people to improve the way they work in capturing, sharing and using knowl-

edge. In the context of a civil society organisation, it involved using the ideas and 

experience of the employees, beneficiaries, donors and diverse stakeholders to 

improve the organisation`s performance (Leask et al, 2008: 6).  

 

One of the main objectives of the knowledge management is providing better 

sharing of existing knowledge e.g. sharing best practices among the programmes 

and the projects and making clear links among KM and how it will affect people 

management and performance management. KM calls for strong commitment and 

leadership from managers to make it work. However, there are more difficulties 

when converting the previous knowledge into new projects and programmes 

through a process of innovation which will give the best long-term sustainability of 

the knowledge and the organisation itself. A step-by-step approach is recom-

mended to raise awareness and gain commitment and later internalize it as a stan-

dard organizational process. 

 

Such approach is taken by Performing Arts Center MULTIMEDIA. 

 

PAC Multimedia is initiated in 1998 in Skopje and formally established in 2000, as 

the first independent organisation in Macedonia in the field of culture. It is man-

aged by Executive Board and staff members. The organisation was initially com-

posed of four Departments: Social Art, Music, Performance and Video Art/ Film/ 

New Media. The main programmes for the period 2009-2013 are the following: 

 Cultural Policy and Research; 

 Art and Community;  

 Art and Gender. 

 

In the work frame of each Programme various activities are enrolled, such as: re-

alisation of interdisciplinary, multicultural and regional projects and training pro-

grams, as well as production. It is located in Skopje, and operates locally, region-
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ally and internationally. The changes realized through multiple strategies devel-

oped the organisation into a comprehensive, community-integrated one.  

PAC Multimedia’s vision is to become a center of excellence, well integrated in the 

community and internationally widely recognised as such; an initiating force in 

creating and developing new standards of living in a wider cultural and social con-

text in Macedonia and in the region (the Balkans). 

 

PAC Multimedia focuses on the values that the society is gaining through arts and 

culture, thus performing in practice the values of a democratic society. PAC Multi-

media is engaged in performing higher professional standards in terms of transfer 

of knowledge and experience, bringing together innovative art, public debate, 

research, education, life-long learning and socially engaged work. 

 

PAC Multimedia works with the following target groups: 

 Cultural institutions and policy makers; 

 Intellectuals, academics and researchers; 

 Professional artists and art operators; 

 Sub cultural groups; 

 Socially marginalised groups. 

 

During its existence, PAC Multimedia has successfully organised more than 100 

workshops, summer schools, open public debates, festivals, concerts, short films, 

presentations, exchange programs, where more than 40.000 participants from 

Macedonia and from the region took part. PAC Multimedia is a Centre with great 

number of collaborators and co-workers, developing the collaboration with volun-

teers. It cooperates with many institutions and independent groups and is open 

for all types of initiatives and ideas that come from outside, but are tuned with its 

strategy. 
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 3. Work Plan of the Research 

 

 

The research of the knowledge management practices was organised along four 

main lines: 

Line 1: Background analysis 

The project was initiated by extensive literature review on the subject of KM and 

specific strategy project development. The rationale of this activity was that the 

development of information collecting protocols and strategies by CSOs should be 

developed by deep insight into the subject, theoretical foundation and practical 

examples from applying KM tools and techniques into the context of civil society 

organisations. During this phase, the research objectives and deliverables were 

identified and accordingly a strategy of the developed project was set. Such proc-

ess is considered a necessity for the purposes of fostering organisational capacities 

to better understand the outcomes and impact of their service interventions on 

beneficiary groups. 

 

Line 2: Collection and analysis of knowledge management practices of PAC Mul-

timedia 

The project followed by the collection and analysis of data related to the knowl-

edge management practices of PAC Multimedia. Data gathering process is inter-

twined in every project of the organisational Programmes. Each project produces 

vast amount of information, such as: reports, minutes, agendas, brochures, post-

ers, number of beneficiaries involved in the activities, information related to level 

of satisfaction, project`s effectives, achievement of goals, etc. However, such in-

formation is rarely compiled in a data bank or gathered in formally structured 

process of organisational data gathering bank but more often as a project activity 

of evaluation and monitoring. The integration of data into program development, 

management, and evaluation is the task of this introspective analysis of the organ-

isational data gathering strategy. 
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Approaching this issue, we believe that it is possible to encounter some of the 

following difficulties. On one hand, we note obvious lack of meticulous record-

keeping within the projects and organisation development. This is mainly due to 

the number of projects and people which have been part of PAC Multimedia. Pre-

cious data may be lost when entrusted to memory or not organised as soon as 

possible after collection. Moreover, PAC Multimedia lacks a clear and defined pro-

tocol on information gathering and knowledge management, with few exceptions 

only. That is why another team member succeeding the previous could not easily 

pick the information up, immediately understand it and work with it. 

 

The activities were conceptualised in a form of meetings where the process design 

was discussed and introductory materials were distributed to Executive Board 

members and the staff list of the organisation. Several meetings were organised in 

order to scan the issue within the organisation (past and present context in which 

the organisation operates) and outline probable future actions that can improve 

the status of knowledge management within the organisation, based on the in-

sights gained through the analytical process. 

 

Line 3: Collection and analysis of knowledge management practices of civil soci-

ety organisation in Macedonia 

To cover gaps and weaknesses which emerge in the context of KM among CSOs 

and to extend the analysis to civil society organisations in Macedonia, this phase 

included organising a survey among selected civil society organisations in the 

country. This work included contacting organisations; sending and receiving ques-

tionnaires to assess the level of awareness and use of KM in their everyday work; 

quantitative and qualitative analysis of data; and comparative analysis among data 

received from PAC Multimedia and other CSOs and a synthesis of all data within 

the integrated report. 

 

Line 4: Synthesis and elaboration of research recommendations 

A synthesis report with concrete recommendations for actions is provided. A pub-

lication with recommendations and a meeting with key stakeholders in the civil 

society sector are envisaged in the further steps of the project. 
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3.1 Methodological Approach 

The knowledge management research is composed of the following components: 

(using Chowdhury (2006)  knowledge audit tools): 

 

3.1.1 Knowledge capacity analysis of the organisation (K-needs analysis). 

The major goal of this task was to identify the ability of the organisation to ensure 

effective and efficient use of organisational resources, the knowledge it possesses; 

to assess the organisational culture, the people involved and the team spirit; as 

well as to assess the barriers, hurdles and challenges in the knowledge manage-

ment process of the organisation. The insight gained should be the basis upon 

which future actions aimed towards meeting the organisational objectives and 

goals related to knowledge management can be determined.  The K-need analysis 

also measures the knowledge culture-practices such as: knowledge sharing atti-

tude, collaboration and team spirit. 

3.1.2 Knowledge inventory analysis of the organisation  

(K-inventory analysis). 

The objective of this task was to identify and locate knowledge assets and re-

sources throughout the entire organisation. This process involves counting, index-

ing, and categorizing of organisational tacit and explicit knowledge. Knowledge 

inventory analysis was comprised of 2 entities: Physical (Explicit) Knowledge In-

ventory and Experts (sources of tacit knowledge) Inventory.   

i.         Physical (Explicit) Knowledge Inventory of the organisation: 

 Numbers, types and categories of documents, databases, libraries, 

intranet websites, links and subscriptions to external resources. 

 Knowledge locations in the organisation, and in its various systems. 

 The organisation and access to the knowledge (how knowledge re-

sources are organised and how easy is it for people to find and ac-

cess them). 

 Purpose, relevance and quality of knowledge (why do these re-

sources exist, and how relevant and appropriate they are for that 
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purpose, are they of good quality - up to date, reliable, evidence 

based, making sense, their relevance to the organisation). 

 Usage of the knowledge (are they actually being used; by whom, 

when, what for and how often). 

ii. Experts (sources of tacit knowledge) Inventory: 

 Staff directory and their academic and professional qualifications, 

skill and core competency levels and experience. 

 Training and learning opportunities. 

 Future potentials-leadership potential. 

 

The K-inventory analysis involved a series of surveys and interviews with staff 

members in order to get relevant answers to the above questions on both tacit 

and explicit knowledge that the organisation holds. By making comparison be-

tween knowledge inventory and the earlier analysis of knowledge needs, the or-

ganisation was able to identify gaps in its organisational knowledge as well as to 

identify the areas of unnecessary duplication. 

 

3.1.3 Knowledge flow analysis of the organisation (K-flow analysis). 

Knowledge flow analysis looks at how knowledge resources move around the or-

ganisation. In other words, the objective of this task was to determine how people 

in the organisation find the knowledge they need, and how do they share the 

knowledge they have. The knowledge flow analysis looks at people, processes and 

systems: 

 Analysis of people: examine their attitude, habits and behaviors, as well 

as skills in knowledge sharing, use and dissemination.  

 Analysis of process: examine how people go about their daily work activi-

ties and how knowledge seeking, sharing, use and dissemination forms 

parts of those activities. 

 Analysis of system: examine the technical infrastructure: information 

technology systems, portals, accessibility and ease of use, and current 

level of usage. 
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An analysis of knowledge flows allowed the organisation to further identify gaps in 

its organisational knowledge and areas of duplication; it also highlighted examples 

of good practice, as well as blockages and barriers to knowledge flows and effec-

tive use. It showed where the organisation needs to focus attention in their knowl-

edge management initiatives in order to get knowledge moving from where it is to 

where it is needed. 

 

3.1.4 Knowledge mapping of the organisation. 

The knowledge map was a navigation aid to explicit (codified) information and 

tacit knowledge, showing the importance and the relationships between knowl-

edge stores and dynamics. The knowledge map was an outcome of synthesis, of 

the portrayed sources, flows, constraints and sinks (losses or stopping points) of 

knowledge within the organisation. There are two main approaches to knowledge 

mapping: 

 Mapping knowledge assets and resources: the map showed what knowl-

edge exists in the organisation and where it can be found (holders of the 

knowledge-knowledge creator, collector, connector, users and knowledge 

critics, data repositories) 

 Mapping knowledge flows: the map showed how knowledge moves within 

the organisation. 

 

3.2 Research Tools  

The following tools were used in the research: 

 

3.2.1 Questionnaire for assessing organisational strategy towards knowledge 

management 

The questionnaire focused on the ability of the organisation to ensure effective 

and efficient use of organisational resources and as such, it is primarily a diagnos-

tic and learning tool. The questionnaire was composed of three blocks of ques-

tions which required from the respondent to rate the level to which the sentence 

is accurate for PAC Multimedia in relation to the organisation’s strategy, leader-
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ship, learning and collaborative culture, technology infrastructure in its various 

knowledge processes; while others were open-end questions requesting from the 

respondent to write his/her views on several aspects important to the knowledge 

management process in the organisation. The questionnaire was sent via e-mail to 

one member of the Executive Board, the Executive Manager, the Programme Co-

ordinator, the Project Manager and one former project manager, who is external 

collaborator of the organisation. A computer was needed for its completion, writ-

ing the answers in place or ticking of choices (one or several) as instructed in the 

question. About 30 minutes were necessary for completion of the question-

naire. The respondents were instructed to send back the completed question-

naires to info@multimedia.org.mk. Data analysis was done using the statistical 

software SPSS (Statistical Package for Social Sciences), version 13. The survey used 

frequency as its main statistic. The results were used to develop the K-need analy-

sis which is presented in the Results section of this report. 

 

3.2.2 Questionnaire for assessing the organisational strategy towards knowledge 

management of the civil society organisations in Macedonia 

The major objective of the questionnaire was to detect the Knowledge Manage-

ment process within the CSOs in Macedonia and how it contributes to the devel-

opment of organisations which are oriented towards learning based on acquired 

knowledge. 

 

The questionnaire was sent by e-mail to 20 civil society organisations in Mace-

donia belonging to the CIVICA Mobilitas group, existing under the support of the 

Center for Institutional Development – CIRa, Skopje. All organisations deal with 

the issue of education, albeit in institutional setting or non-formal education of 

different target groups. The intention of the questionnaire was to assess the 

status of the issue among the civil society organisations regardless of their pro-

gramme and target group focus and to give recommendations on how can CSOs in 

Macedonia create a knowledge enhancing culture. The questionnaire was struc-

tured in a way that it required personal observations of a team member in relation 

to the KM process in the organisation, the current and the future knowledge 

needs as well as the knowledge flow in the organisation. The questionnaire was 
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sent in an electronic form via e-mail. Each respondent needed to provide answers 

to all questions by: i) writing the answers in a designated place, or ii) by ticking an 

answer or iii) bolding the text of choices. About 30 minutes were required to com-

plete the questionnaire, which the respondents sent back to 

info@multimedia.org.mk. 

 

Within two weeks, PAC Multimedia received six questionnaires. Although, this 

may not be a representative sample of the civil society organisations operating in 

the country, still it gives insights on how this issue is viewed and managed within 

this sector. The data collected was used only for research purpose and is kept con-

fidential. The results are presented in the Results section of this report. 

 

3.2.3 Focus group 

A focus group was considered to be an appropriate tool for the research since it 

provides qualitative data of perceptions, opinions, beliefs and attitudes of a group 

of people towards a product, service, concept, process or idea. The focus group 

was organised prior to sending the questionnaire in the office space of PAC Multi-

media and in confidential and interactive group setting, one member of the Execu-

tive Board, the Executive Manager, the Programme Coordinator, the Project Man-

ager and one former project manager were asked to freely talk and discuss their 

perceptions and opinions on the status of KM within the organisation. The selec-

tion of the participants in the focus group was done by the project researcher 

team and in accordance with the objectives of the task. The discussion was fo-

cused on the following questions: 

 Which are the problems in regard to KM in the organisation, e.g. gathering, 

organising, indexing and making accessible its knowledge assets, 

both content and people? 

 Which are the needs of the organisation in regard to acquiring, managing 

and coordinating knowledge? 

 Where are the most practical starting points for managing knowledge? 

 Are there any existing opportunities that the organisation could target? 
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One project researcher was moderator of the discussion, while the other took 

notes.  The gathered data was qualitatively analysed and a report was sent to the 

participants to verify the summary of the discussion also presented in the Results 

section. 

 

3.2.4 Interview with the Executive Manager and Programme Coordinator 

Two interviews with the Executive Manager and the Programme Coordinator 

based on open-end questions were organised in the office of PAC Multimedia. 

During the interviews, the following checklist of questions was used to assess the 

respondent’s opinion in relation to the organisation's attitude towards knowledge 

management as well as the readiness to implement KM as an organisational strat-

egy: 

 

 Does the organisation’s culture encourage the exchange of knowledge 

and learning from activities and projects? 

 Does the organisation have a clear view of its key knowledge assets, and 

systems in place to protect these? 

 Has the organisation implemented systematic processes for gathering, 

organising, indexing and making accessible its knowledge assets 

both content and people? 

 Does the organisation have any roles dedicated to acquiring, managing 

and coordinating knowledge? 

 Has the organisation employed any informal mechanisms to gather and 

mobilise its tacit knowledge, for example, after action reviews, communi-

ties, story telling, master classes, networking events? 

 Do job descriptions and performance assessment processes acknowledge 

the importance of finding and using, creating, managing, and sharing 

knowledge? 

 Are staff coached and trained in information and knowledge skills? 

 Do any of the staff members reinforce the importance of finding and us-

ing, creating, managing, and sharing knowledge? 

 Does the organisation convert its working experience into improved proc-

esses and services systematically? 
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 Has the organisation completed assessment or review where areas for 

improvement were identified where you now think that managing knowl-

edge would make the difference? 

 With regard to its vision, has the organisation articulated how improved 

performance and value will derive from managing existing knowledge 

 Does the organisation have a firm information management strategy? Is 

the web page of the organisation accessible and responsive to knowledge 

sharing process? 

 Does the organisation possess tools that have further potential for knowl-

edge organisation and access? 

 

Based on the above, the respondents had to conclude on the following two as-

pects: 

 Where are the most practical starting points for managing knowledge? 

 Are there any existing opportunities that you could target? 

Each interview lasted for one hour and was recorded and later transcribed. The 

gathered data was qualitatively analysed. 

3.2.5 SWOT analysis risks related to the knowledge management of the or-

ganisation 

Analysis of the strength, weaknesses, opportunities and threats was done for the 

focus group. The idea of this tool was to provide auditing of the organisation and 

its environment in relation to knowledge management. While strengths and weak-

nesses are internal factors, opportunities and threats are external factors and all 

need to be clearly identified so as to accurately observe their interrelation within 

the organisation. 

 

3.2.6 Knowledge inventory analysis (physical knowledge and human capital) 

The K-inventory analysis involved a series of surveys and interviews in order to get 

relevant answers to a check list of questions on both tacit and explicit knowledge 

that the organisation holds. During this activity, data collections were analysed, 
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surveys were conducted and listing of the files and databases was implemented. 

As a result, K-inventory matrix was developed. 

 

3.2.7 Knowledge flow analysis of the organisation 

The knowledge flow analysis was conducted in order to optimize knowledge flow 

process and to stimulate individuals to actively contribute knowledge. In order to 

assess the knowledge flow within the organisation, data received from the ques-

tionnaire, the focus group and interviews were used. 

 

3.2.8 Knowledge mapping of the organisation 

Based on the K-need and K-flow matrix reports, a map was developed so as to 

understand the dynamics and interactions of knowledge flows and then to ensure 

that they meet the organisational requirements.  
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 4. Research Results 

 

4.1 Results of Research of the Knowledge Management Practices of PAC Mul-

timedia 

 4.1.1 Knowledge needs analysis of PAC Multimedia 

The knowledge needs analysis is based on the data provided through the ques-

tionnaire delivered to the staff of PAC Multimedia and the presentation of the 

results is divided in 3 clusters: organisation, people and technology. 

 

The following charts assess the organisational attitude towards KM, its strategy, 

reward systems, organisational culture, professional training and management 

style and addresses knowledge needs of the organisation. 

 

Chart 1 and 2 reports the status of knowledge management in PAC Multimedia. 

Chart 1: Current status of knowledge management in PAC Multimedia 

 

The employees and board member of PAC Multimedia assess that the knowledge 

management process in the organisation is in its emerging stage. They mainly      

21 



 

 

believe that PAC Multimedia recognises knowledge as part of its asset base, while 

one team member assesses that this is not the case within the organisation. 

 

Chart 2: Recognition of knowledge as assets value in PAC Multimedia 

 

While there is vast of information gathered, the process of systematizing the 

knowledge is starting to happen now and there may be an intention to associate 

knowledge with history. Although the knowledge gained through the past projects 

is not classified and standardised, it is considered to be a valuable aspect of the 

organisational setting. 

 

The following charts describe the strategy of PAC Multimedia towards creation 

and management of knowledge as well as its organisational culture and percep-

tion of knowledge management process. 
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Chart 3: PAC Multimedia’s approach towards creation of new knowledge 

 

 

 

 

PAC Multimedia members consider new knowledge creation to be everyone’s job 

and everybody should contribute to it while one team member considers it also to 

be a part of the organisational philosophy and culture. 

 

Chart 4: Executive management attitude towards knowledge management 

 

There are different opinions in relation to the attitude that the Executive manage-

ment holds towards KM. While the whole team agrees that the Executive manage-

ment values it as a very important aspect of the organisation, part of the team 

assesses that its support to knowledge management is partial rather than con-

stant. 
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Chart 5: PAC Multimedia perception of knowledge management 

In relation to the perception of the organisation towards knowledge management, 

the team sees KM as a strategic part of their work and as something that could be 

beneficial for the organisation, although they acknowledge that they do not fully 

recognise similar processes under this name. 

 

Chart 6: PAC Multimedia strategy towards knowledge management 

 

The organisational strategy towards knowledge management is differently evalu-

ated by the members. The following strategies prevail: knowledge management as 

an organisational strategy; knowledge management as a transfer of knowledge 
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and best practices; knowledge management as a personal responsibility and 

knowledge management as an innovation and knowledge creation. Rarely, benefi-

ciaries focused knowledge is a strategy used by PAC Multimedia as a managing 

knowledge one. 

 

Chart 7: PAC Multimedia organisational culture 

 

Chart 8: Employees’ perceptions of the overall working environment in PAC Mul-

timedia 

The organisational culture of PAC Multimedia is mainly perceived as one that fa-

cilitates knowledge creation over knowledge storage; as flexible to the changing 

working environment and as facilitator for transfer of knowledge. They view PAC 

Multimedia’s working environment as one that improves employees’ job                    
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performance although they acknowledge that it doesn`t not always enable them 

to accomplish tasks more quickly. 

 

Chart 9: Employees perception of the kind of knowledge stored in PAC Multime-

dia 

The employees of PAC Multimedia mainly see that there is a powerful vision to-

wards strategic thinking in terms of KM within the organisation and well defined 

processes for creation, capture and acquisition of knowledge. Moreover, they ac-

knowledge that the organisation continuously strives towards learning and moti-

vates teams to learn from experiences and use stored knowledge which is easily 

shared. In terms of hierarchy, they acknowledge that there is managerial structure 

that facilitates learning. 
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Chart 10: Assessment of the importance of effective KM in related aspects of 

PAC Multimedia 

Effective knowledge management is perceived as extremely significant in improv-

ing organisational effectiveness, in achieving employee development as well as in 

improving organisational image, delivering better decision-making and assuring 

sustainability of the organisation. 

The following charts assess the people involved in PAC Multimedia, the team 

work, the level of trust and the level of knowledge. 

 

Chart 11: Skills and expertise acquiring of the team of PAC Multimedia 
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Based on the results, it can be concluded that for majority of the employees, PAC 

Multimedia has been the starting learning point in their professional carrier. It is 

important to note that the process of learning in PAC Multimedia is based also on 

self-responsibility and not only on demand-driven learning dependable on co-

workers. 

 

Chart 12: Location of the information in PAC Multimedia 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 13: Amount of time needed for employees to access the knowledge stored 

in PAC Multimedia 

 

0 1 2 3 4 5

A few minutes

A few hours

A few days

Week or more

Q6: How much time does it take for an employee to get the 
relevant knowledge in PAC Multimedia?
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In paper-based documents and hard 
drive

In paper-based documents, the 
Executive manager and hard drive

On my workstation computer/hard drive 

Web page and hard drive

In paper-based documents, web page 
and hard drive

Q5: Where is most of the information that you need to do 
your work located or stored?



 

 

The employees of PAC Multimedia store their documents in different sources, 

such as: paper-based documents, the web site, the workstation computer/hard 

drive and it usually takes them few minutes or few hours/days to get the relevant 

knowledge in PAC Multimedia. 

 

Chart 14: Employees’ perception of the stored knowledge in PAC Multimedia 

 

They mainly consider the stored knowledge in PAC Multimedia as quite important, 

relevant, but not updated regularly. In most cases, the knowledge in the organisa-

tion can be directly applied to current situations with little or no need to seek out 

or create new knowledge and can be extensively reused after making few if any 

changes to adapt the retrieved knowledge to the current situation. 

 

The following charts indicate the employees’ perception of the kind and level of 

knowledge that PAC Multimedia holds and/or is stored within the organisational 

documents. 
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It’s quite important, relevant and latest

It’s quite important, relevant but not 
updated regularly

It’s just trivial, a part of formalities and of 
no use

Q7: What do you think of stored knowledge in PAC Multimedia?



 

 

Chart 15: Employees’ perception of the knowledge in PAC Multimedia 

Chart 16: Employees’ perception of the level of knowledge within PAC Multime-

dia 

According to the employees, the organisation stimulates seeking new knowledge. 

As the projects of the organisation change, the employees need to seek for new 

knowledge that is not directly available in the organisation or its databases, but it 

rather resides with the experts outside of the organisation. Whereas, among the 

main challenges in sharing information among the staff in PAC Multimedia is the 

lack of proper organisational guidelines on sharing and lack of proper IT platform 

to share. One team member noted that there is lack of open-minded sharing envi-
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The specific knowledge that I need resides with the experts rather than in 
the organisation

The knowledge stored in the organisation cannot be directly applied 
without extensive modifications 

As the projects of my organisation change, I am seeking new knowledge 
that is not directly available in the organisation or databases

I am able to reuse the knowledge after making few if any changes to 

adapt the retrieved knowledge to the current situation

The knowledge in the organisation can be directly applied to current 

situations with little or no need to create new knowledge

Q19b: What is your perception related to the knowledge in PAC Multimedia?

Strongly agree

Agree

Disagree

Strongly disagree

0 1 2 3 4 5

I always find the precise knowledge I 
need

I always find the sufficient knowledge to 
enable me to do my tasks

I am satisfied with the knowledge that is 

available in the organisation to use

Q19e: What is your perception related to the level of knowledge in PAC 
Multimedia?

Strongly agree

Agree

Disagree

Strongly disagree

Don’t know/Can’t say



 

 

ronment and that there is lack of trust in other people’s knowledge. This aspect 

confirms the need for more structural approach towards knowledge storage and 

management that can bring greater internal motivation for sharing, stimulate 

teambuilding and reinforce constructive critics to knowledge management proc-

esses. 

 

The following charts assess the technological aspect of knowledge management in 

PAC Multimedia. 

 

Chart 17: Types of technologies implemented at PAC Multimedia 

PAC Multimedia has implemented the most common technological tools, such as: 

the Internet, Intranet and data warehouse. Other systems, such as: data manage-

ment system, groupware, extranet and knowledge management software solu-

tions are not used. 
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Internet

Data warehousing

Intranet

Knowledge management software

Extranet

Decision support system

Groupware

Data management system

Q15: Which technologies have PAC Multimedia 
implemented? 

YES

NO



 

 

Chart 18: Problems faced by PAC Multimedia in using IT for knowledge manage-

ment 

In relation to the problems faced by the team of PAC Multimedia in using IT for 

knowledge management, the most common ones are as follows: the lack of train-

ing for IT use, the lack of proper IT tools and the lack of time to learn and motiva-

tion to use IT in this manner. 

 

 4.1.2 Knowledge Inventory analysis results 

The Knowledge inventory analysis was composed of two segments: analysis of the 

physical knowledge available at PAC Multimedia and analysis of the human capital 

within and linked to the organisation. 

 

The major goal of the first segment was to identify and locate knowledge assets 

and resources throughout the entire organisation, while the major goal of the 

analysis of the human capital within and linked to PAC Multimedia was to identify 

and locate internal experts within the organisation. 

 

The results are presented in the following tables: 

 

Table 1: Physical knowledge within PAC Multimedia 
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Lack of training

Too complicated system of gathering data

Lack of identifying the proper IT tool

Lack of time to learn

Lack of user uptake due to insufficient communication

Everyday use did not integrate into normal working …

Unsuccessful due to technical problems

Other: There are no problmes in this respect

Q16: What are the problems faced by PAC Multimedia in using IT for 
Knowledge Management?

YES

NO
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  Current Future 

Exists Required Required 

No. of databases Exist in a  form of 
shared folder files 

Yes Yes 

No. of files in the 
system 

32537 files and 
2560 folders in 
current hard drive 
and 
around 25467 files 
and 1768 folders in 
back up files 

Yes / 

Strategic Planning The current strate-
gic plan covers the 
period 2009-2013 

Continuous 
practice of PAC 
Multimedia 

Continuous prac-
tice of PAC Multi-
media 

Primary storage Current IT equip-
ment and web site 

Upgrade of 
web site and 
data base for-
malisation 

Development of 
data base, new 
web page which 
will include data 
base 

Decision Support 
System 

No No No 

Groupware No Yes, there is a 
need for this IT 
tool 

Yes, its application 
is envisaged in the 
action plan 

File sharing with 
other departments 

Continuous prac-
tice 

Continuous 
practice 

Continuous prac-
tice 

Physical file/report 
storage 

Exists in paper-
based documents 
and hard drive 

Systematisa-
tion of data 
files in data 
base and web 
site 

Systematisation of 
data files in data 
base and web site 

Archiving Exists, but based on 
intuitive practice 

Development 
of guideline for 
archiving 

Development of 
guideline for ar-
chiving is envisaged 
in the action plan 



 

 

The general audit in PAC Multimedia revealed the following results: 

 Categories of knowledge available: 

i. Documents of the organisation: registration documentation, job de-

scriptions, profiles of employees, CVs of employees and related experts 

included in different projects, financial documentation, contracts, evalua-

tions, auditing reports, official communication documentation with do-

nors, partners. 

ii. Documents for each project: applications (approved, rejected, modi-

fied), project reports (mid-term, integrated, financial reports), contracts 

(internal and external staff), materials produced during the project 

(events documents, beneficiaries related documents, promotional mate-

rials, media communication materials, documentation of communication 

with partners, donors, cultural production (movies, performances), docu-

mentation (photo, video). 

Iii. Books: downloaded from Internet, on-line books to which PAC Multi-

media is subscribed, purchased books, own produced books and pur-

chased magazines. 

 Total no. of files: 32537 files, 2560 folders currently in the data base and 

around 25467 files and 1768 folders in back up files. It should be noted that 

paper-based documents are kept from 2005 and financial documentation 

from 2002. 

 Monthly knowledge creation: varies, in average around 20-40 new files every 

month. 

 Monthly knowledge contribution in the web portal: varies, in average around 

2-5 new events and documents are uploaded on the web site. 

 No. of new knowledge collected from external sources: on a monthly basis, on 

average 5-7 new information is collected from external sources (books, re-

ports, events). 

 Owners of the knowledge produced: owners of the knowledge in PAC Multi-

media are all current team members, the Executive management team and 

the Board members. In addition, PAC Multimedia maintains regular contact 

with external collaborators and experts involved in the projects which are 
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both creators and sharers of knowledge. A notable amount of knowledge lies 

within past members of PAC Multimedia. 

 

Table 2: Human capital in PAC Multimedia 
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  Current Future 

Exists Required Required 

Staff and their 
expert areas 

There is shared 
knowledge of ex-
pertise and interest 
of staff members 

There is practice for 
sharing information 
on future plans 

There is practice 
for sharing infor-
mation on fu-
ture plans 

Expert Data-
bases 

There is data on 
experts and their 
competencies. 
However, it is not 
structured as a data 
base 

Structuring a formal 
data base of experts 

Structuring a 
formal data base 
of experts is 
envisaged in the 
action plan 

Staff develop-
ment plans 

Not in formal docu-
ments, but rather as 
a result of close 
internal communi-
cation among the 
staff 

Continuous sharing 
of future plans 

Continuous 
sharing of future 
plans 
  

HRM system No, there is human 
resource manage-
ment on intuitive 
basis. However, 
there are job de-
scriptions and sis-
tematisation of 
working positions 

Revision of job de-
scription to include 
everyday practice in 
knowledge manage-
ment 

Revision of job 
description to 
include every-
day practice in 
knowledge man-
agement is en-
visaged in the 
action plan 

List of ex-staff Exists, but is not 
regularly updated 

Regular list updat-
ing 

Regular list up-
dating 



 

 

The general audit in PAC Multimedia revealed the following results: 

 Expert categories: there is data on experts involved in projects and pro-

grammes of PAC Multimedia and there is knowledge on their capacities and 

expertise. However, this data is not regularly updated. 

 Comparative analysis of staff placement to their expertise: there are job de-

scriptions and working position sistematisation based on the organisational 

structure and needs. The difference in responsibilities is formally known, 

while the level of salaries depends on the donors and projects implemented. 

There are no personnel policies that determine the level of salary for each 

position, whereas the dress code of the organisation is set as casual and digni-

fying. The organisation has informal policies on employment termination or 

leave policy.  

 Analysis of Expert database: there is data on experts and their competencies. 

However, it is not structured as data base and the exiting knowledge is not 

regularly updated. 

 

 4.1.3 Knowledge flow results 

The knowledge flow within PAC Multimedia was reviewed though the following 

aspects: 

 Analysis of people: examining the attitude, habits and behaviors of the staff, 

as well as the skills in knowledge sharing, use and dissemination. 

 Analysis of process: examining the barriers and hurdles experienced by the 

staff in knowledge seeking, sharing, use and dissemination. 

 Analysis of system: examining the technical infrastructure, information tech-

nology systems, portals, accessibility and ease of use, and the current level of 

usage. 

 

The analysis was based on the questionnaire data as well as on the discussion tak-

ing place during the focus group. 

 

The following charts report the attitudes, habits and behaviors knowledge sharing 

in PAC Multimedia. 

 

36 



 

 

Chart 19: Rate of information sharing among staff members of PAC Multimedia 

 
 

Chart 20: Employees’ perception of teams in PAC Multimedia 

 

According to the employees, they share information among each other on regular 

basis and view the cuurent composition as supportive for knowledge sharing and 

creation. However, part of the team is not satisfied with the degree of collabora-

tion.  

 

 

 

 

0 1 2 3 4 5

Constantly

Very often

Quite often

Not often/rarely 

Q4: How often do you share information with other staff 
members in a formal way?
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0 1 2 3 4 5

The staff is satisfied by the degree 

of collaboration 

The staff is supportive for 

knowledge sharing & creation 

Q19c: What is your perception related to the staff in PAC 
Multimedia?

Strongly agree

Agree

Disagree

Strongly disagree

Don’t know/Can’t say



 

 

Chart 21: Employees’ perception of the staff willingness to share 

 

 

 

 

 

 

 

 

 

 

Chart 22: Challenges in regard to sharing information in PAC Multimedia 

While there is willingness to share and a relatively satisfying level of collaboration, 

there is lack of acceptance of responsibility for failure. 

 

The following charts report the sharing processes in PAC Multimedia and the barri-

ers experienced by the staff. 
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Chart 23: Barriers to staff in terms of storing information in PAC Multimedia 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 24: Cultural barriers to knowledge management in PAC Multimedia 
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Chart 25: Hurdles in effective implementation of knowledge management in PAC 

Multimedia 

Regarding the barriers and hurdles experienced in the knowledge sharing and 

management in PAC Multimedia, the most common barrier is lack of time of the 

employees to deal with knowledge management. The most common cultural bar-

riers in knowledge management are as follows: lack of training, lack of trust and 

motivation to use knowledge management and lack of participation by all employ-

ees in these processes.  The biggest hurdles in achieving effective implementation 

of knowledge management in PAC Multimedia are the following: technological 

limitation, clear instruction on what kind of knowledge is to be managed and is to 

be made available, and the inconsistent commitment of the Executive manage-

ment to this process. 

 

Regarding the use of information technology systems and the problems faced 

while supporting knowledge management with IT tools, as described previously, 

PAC Multimedia had implemented Internet, Intranet and data warehouse as most 

common technological tools. Other systems, data management system, group-

ware, extranet and knowledge management software solutions are rarely used. In 

relation to the problems faced by the team of PAC Multimedia in using IT for 

knowledge management, most common problems in this respect are the lack of 

training for IT use, lack of proper IT tools and lack of time to learn and motivation 

to use IT in this manner. 
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Based on the analysis, the following can be concluded in relation to the knowledge 

flow within PAC Multimedia: 

 Personnel mobility: high level of personal mobility and supported process of 

personal responsibility for knowledge flow. 

 Interactions between programmes and projects: high level of sharing knowl-

edge among staff, projects and programmes of the organisation. 

 Adoption potential (organised search activities in codified knowledge) and 

technological infrastructure: medium level, since there is existence of data but 

it is not structured and IT infrastructure and the IT literacy of the staff within 

the organisation need to be improved. 

 

 4.1.4 Knowledge mapping results 

The analysis of knowledge network is used for identification of knowledge sharing 

bottlenecks. For the needs of the research, a graph was created, in which nodes 

represent knowledge actors, arrows represent knowledge flows between individ-

ual actors, and arrowheads indicate the direction of knowledge flows. Visual cues 

were used to model the properties of actors and knowledge flows. Knowledge 

roles are modeled using different shapes for the nodes; knowledge creators are 

represented by a square; knowledge sharers are represented by a dot; and knowl-

edge users are represented by a triangle. 
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Figure 1: Knowledge map of PAC Multimedia 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

According to the map, each member of PAC Multimedia has the role of a knowl-

edge creator, sharer and user. Moreover, there is unconstrained communication 

among all team members. Although there is a level of autonomy and acknowl-

edged responsibility for knowledge making, sharing and using, it should be noted 

that the central figure in this knowledge map is the Executive Manager, which can 

in the same time pose an advantage or a constrain for the organisational develop-

ment. 

 

 4.1.5 Focus group results 

The focus group was organised on June 8, 2011 in the office space of PAC Multi-

media. It was led by one researcher involved in this particular research and lasted 

for two hours.  The moderation process characterised by unstructured and natural 

way allowed the participants to freely give their views on the subject of knowl-

edge management focusing primarily on the following questions: 
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 Which are the problems in regard to KM in the organisation, e.g. gathering, 

organising, indexing and making accessible its knowledge assets, both content 

and people? 

 Which are the needs of the organisation in regard to acquiring, managing and 

coordinating knowledge? 

 Where are the most practical starting points for managing knowledge? 

 Are there any existing opportunities that the organisation could target? 

 

According to the participants: 

 

The problems of PAC Multimedia in regard to KM are identified as: 

 The general unstable political and financial context in which the civil society 

sector in the country exists and the dependency on international donors. In 

such circumstances it is hard to justify the use of scarce resources for KM.                     

 Small coherent team as an asset and a problem. This can overload the team`s 

obligations in different projects and can leave less time to invest in systematic 

gathering, storing and sharing knowledge. 

 Lack of training on the issue of KM and lack of understanding of KM and its 

benefits. 

 Technological limitations because there is medium IT literacy among the team 

in specific technological processes and systems. 

 

The needs of PAC Multimedia in regard to acquiring, managing and coordinating 

knowledge are identified as: 

 Redesigning of the web page and careful virtual representation of the knowl-

edge stored within the organisation, especially in relation to the amount of 

publications produced by PAC multimedia which cannot be easily recognised 

with the current organisation of the virtual presentation. 

 Re-naming of the organisation, which can include: shortening the name or 

changing the name to address the current profile of the work (cultural policy 

and not performing arts exclusively). However, there are opinions that this 

process should be well thought and lead. 
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 Increased visibility of the work: there is consensus for the decision within the 

organisation to work in a low profile and to be more distant from current 

events in the community (mainly because of the decision of the Executive Man-

ager to be less publicly present than she was in the past). Such decision was 

invoked by the current political milieu in the country which can be hostile to 

open and critical discussion on different social issues. However, there is a real 

need for the organisation to get acknowledgement for the work it is doing on 

local level in different communities in the country and to increase local level 

visibility. 

 Increased volunteer management and designing programmes that can be of-

fered as clinical practice for students. This is an idea long present among the 

team who also believes that such action can speed up the volunteers’ qualita-

tive involvement in different projects. 

 Improvement of the human resource management and involving sistematisa-

tion of working tasks and introduction meetings with the new staff. However, 

the challenge is to set a clear balance among formalization of the working at-

mosphere and intuitive leadership, a concern especially notable in a small 

working environment that nurtures close personal relations among the staff. 

 Promotion of the knowledge stored and researches made by the staff of PAC 

Multimedia in several fields, such as: cultural policy, virtual culture etc, and 

their careful virtual presentation. 

 Increased social networking, increased human capacities and resources for 

networking tasks and increased use of social networking tools to improve the 

visibility on the cultural map in Macedonia and the region. 

 Development of a certain protocol and a strategy for information archiving 

based on ISO standards. 

 Increased digitalisation of knowledge. 

 

The most practical starting points for managing knowledge in PAC Multimedia are 

identified as: 

 Design of protocol for gathering knowledge from each project. 

 Sistematised archiving of data related to the projects (in hard copy, whenever 

necessary, and hard drive with a constant back-up of data). 
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 New web page that will accentuate the knowledge base of the organisation 

(projects, researches, consultancies). 

 Employment of social networking tools in daily work. 

 

 4.1.6 SWOT Analysis results 

The strengths of PAC Multimedia were identified as: 

 Small and devoted team with diverse interest and experience. Horizontal hier-

archy of people, easy access to the staff and their personal knowledge, easy 

access to requests and directions, willingness to share information and knowl-

edge. 

 Transparent management of the organisation: programmes planning, fi-

nances, fundraising. 

 Active attitude towards information gathering. 

 Verification of knowledge from higher structures and practice of two-way 

communication among staff and the higher managing structures. 

 High level of expertise. 

 Focus on professional communication and professionalisation of knowledge. 

 Horizontal division of tasks and mutual sharing and helping. 

 Working environment that stimulates team work, sharing responsibility, own-

ership of programmes and projects, awareness for being responsible and tak-

ing responsibility for actions. However, this was not the case with all person-

nel and staff, so part of the openness towards the public and within the or-

ganisation had its picks and lows in the organisational development history. 

 Working environment that tends to be less dependable on space and time 

and more focused towards the use of new technologies in the regular operat-

ing of the organisation. 

 

The weaknesses of PAC Multimedia were identified as: 

 Partial sistematisation of the process of gathering, unifying and indexing of 

data. It is of benefit for the organisation that a small core of people who are 

always present in the organisation and their programmes are responsible for 

this process. This makes the process of institutionalisation of memory to be 

dependable on few people who secure share of knowledge and transfer of 
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the knowledge to the organisation and the staff which changes. Currently, the 

sistematisation of knowledge is done intuitively rather than comprehensively 

and principally. Some documents are systematised based on projects, other 

on years and there is no visible principle of catalogisation. It is more than sure 

that the knowledge is not lost (since the organisational core is always accessi-

ble); however, it makes the process of adjustments of new staff complex and 

longer. 

 Insufficient public visibility of the work done by the organisation: there is an 

institutional memory of over 13 years, while there is serious misbalance with 

the organisational presence in the public space.  

 The current web site is more a presentational tool rather than a knowledge 

base. The web site is regarded as complex, incomprehensive and not user 

friendly, with inconsistent presentation of data and time frame of activities. 

Moreover, the web site is not well presenting the changes happening within 

the organisation, such as: changes in human resources, technological knowl-

edge and expertise. 

 Lack of training about what it means to manage knowledge. 

 Inconsistency among the organisational name and the current focus of the 

organisational work.  In the last several years, PAC Multimedia is rarely deal-

ing with performing arts projects and is strongly focused on cultural policy 

projects and art education projects. In that sense, the organisational name 

shows apparent discontinuity in the focus of interests of the organisation, the 

target groups involved and the staff involved. Therefore, it is a challenge for 

the team to reconsider a process of re-branding which will present the inter-

est and focus of the organisation while critically leading this process in a 

sound link with the context, the institutional memory and the public`s knowl-

edge and perception of PAC Multimedia. 

 

The opportunities that PAC Multimedia could target were identified as: 

 Redesign of the current web page. 

 Employment of social networking tools in everyday work. 

 Development of volunteering positions. 

 Building links with research institutes in the country, the region and EU. 
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 Increased publishing activity and web publishing. 

 The development of communication strategy with the media and the public, 

and use of tools such as: news bulletins, post cast, press room. 

 Human resource capacity development, especially in relation to KM, social 

networking and technical knowledge. 

 Technological upgrade and use of new tools for outsourcing. 

 Providing training opportunities for knowledge management and web admini-

stration of the staff. 

 

The threats for PAC Multimedia were identified as: 

 The current political situation in the country which does not favor civil en-

gagement and does not valorise the potential and the contribution made by 

the civil society sector. 

 The financial un-sustainability of the civil society sector in complex transi-

tional times with decreasing number of donors present and/or focused on the 

country and pressured dependence on few donors. 

 Difficulty in attaining qualified human resources, an aspect directly linked to 

the financial un-sustainability. 

 

 4.1.7 Results from the interviews with the Executive Manager and the 

Programme Coordinator 

Based on the views of both the Executive Manager and the Programme Coordina-

tor, the following can be summarised: 

 In relation to the organisational culture and procedures focused on KM: 

 The organisation’s culture encourages exchange of knowledge and 

learning from activities and projects. There is a joint agreement that 

without exchange of knowledge it would be impossible to attain the 

quality and quantity of work within the organisation. 

 The organisation constantly converts its working experience into 

improved processes and services. However, a more systematical ap-

proach should be implemented in this organisational aspect. 

 PAC Multimedia does not have any job positions dedicated to acquir-

ing, managing and coordinating knowledge nor does it implement 
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systematic processes for gathering, organising, indexing and making 

accessible its knowledge assets, both content and people. However, 

there are efforts and willingness within the organisation for improve-

ments and changes. 

 Therefore, the managerial staff of PAC Multimedia agreed that addi-

tional efforts should be invested in finding, creating, managing, shar-

ing and using knowledge, and to accordingly include the changes in 

the organisational structure, communication and knowledge flow 

map. 

 

 In relation to the needs of PAC Multimedia connected to KM: 

 As part of this project, PAC Multimedia completed an assessment 

and identified areas for improvement as well as areas where manag-

ing knowledge would make the difference. However, this practice is a 

novelty within the organisation and the team has not articulated how 

improved performance and value will derive from managing existing 

knowledge. So far, the organisation intuitively dealt with KM and 

there was no systematical approach towards knowledge manage-

ment. This topic is among the ones which are jointly confirmed by 

the team and Board members to be of significant importance for the 

organisational development. 

 There is a need for trainings for KM within the organisation and 

structured support for this process including wide available data 

base, sistematisation of job positions and inclusion of KM tasks 

within every position description. 

 There is a need for systematic approach towards KM, and in this re-

spect the organisation has engaged in a process of employing differ-

ent tools, particularly IT tools, to gather and mobilise the tacit knowl-

edge present in PAC Multimedia. 

 Improvement of the virtual presentation: as part of the information 

management strategy and raising awareness among the staff about 

the importance of KM, PAC Multimedia engaged in the process of 

web site improvement. 
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Based on the above: 

 The starting points for change are within the mental maps of the staff in-

volved. First, there is a need to change the understanding of the concept and 

then to use different techniques and tolls for improvement of the KM process 

within PAC Multimedia. 

 The existing opportunities that PAC Multimedia should target are the skilled 

people in KM and to use their support in: gathering knowledge about KM; in 

learning how to use tools that will support the organisation in this process; be 

more aware for the importance of this issue; and to follow the development 

of IT sector. 

 

 4.2 Results of the Research of the Knowledge Management Practices of 

the Civil Society Organisations in Macedonia 

The results of the questionnaire delivered to the civil society organisations in Ma-

cedonia are divided in 3 clusters: organisation, people and technology. 

The following charts assess the organisational attitude towards KM, its strategy, 

reward systems, organisational culture, professional training and management 

style. 

 
Chart 26: Current status of knowledge management in the CSOs in Macedonia 

 

0 1 2 3 4 5 6

Not in existence at all

Emerging stage

Introduction stage

Growth stage

Q1: What is the current status of Knowledge Management in 
Your organisation?
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Chart 27: Recognition of knowledge as assets value in the CSOs in Macedonia 
 

 

 

 

 

 

 

 

 

 

 

The employees of the CSOs in Macedonia mainly assessed that the knowledge 

management process in the organisation was in its emerging stage, while part of 

them believed that KM is in its growth stage within their organisation. They fully 

believed that the CSOs recognised knowledge as part of its asset base. 

 

The following charts describe the strategy of the CSOs in Macedonia towards crea-

tion and management of knowledge as well as its organisational culture and per-

ception of the knowledge management process. 

 

Chart 28: The approach towards creation of new knowledge of the CSOs in Ma-

cedonia 
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Yes

No

Can’t say

Q2: Does Your organisation recognise knowledge as a part of 
their asset base? 



 

 

The CSOs in Macedonia considered new knowledge creation to be everyone’s job 

and that everybody should contribute to it while one employee also considered it 

a part of the organisational philosophy and culture. 

 

Chart 29: Executive management’s attitude towards knowledge management 

There are different opinions among the staff within the CSOs in the attitude that 

the Executive management held towards knowledge management. The majority 

of respondents agreed that the Executive management saw KM as a very impor-

tant aspect of the organisation, giving full support to this process, while some con-

sidered their support to KM as partial. 

 

Chart 30: The perception of knowledge management of the CSOs in Macedonia 
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Chart 31: The strategy towards knowledge management of the CSOs in Mace-

donia 

In relation to the perception of knowledge management, the staff within the CSOs 

saw KM as a strategic part of their work and as something that could be beneficial 

for the organisation although they do not fully recognised it under this name. The 

organisational strategy towards knowledge management was mainly recognised 

as an organisational strategy and as a personal responsibility for knowledge. More 

importantly, none of the CSOs considered beneficiaries focused knowledge, trans-

fer of best practices or innovation and knowledge creation as their KM strategies. 

 

Chart 32: The organisational culture of the CSOs in Macedonia 

52 



 

 

Chart 33: Perceptions of the overall working environment within the CSOs in 

Macedonia 

The organisational culture of the CSOs in Macedonia was mainly perceived as 

open, flexible and encouraging for sharing knowledge. One respondent accentu-

ated that the personnel was dependent on the Executive Manager to bring and 

test new knowledge. The CSO`s working environment improved employees’ job 

performance; it facilitated knowledge creation and enabled the staff to accom-

plish tasks more quickly and the kind of knowledge available was easy to share 

and stored at the web site and other data banks. 

 

Chart 34: Perception of knowledge in the CSOs in Macedonia 
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Chart 35:  Perception of the importance of KM for different aspects of the CSOs 

in Macedonia 

 

 

 

 

 

 

 

 

 

 

The respondents perceived the effective knowledge management as extremely 

significant in terms of improving their organisational effectiveness; moreover, in 

achieving employee development as well as in improving beneficiaries’ satisfac-

tion, delivering better decision-making and new innovative projects as well as in 

assuring sustainability of the organisation. 

 

The following charts assess the people involved in the CSOs in Macedonia, the 

team work, the level of trust and the level of knowledge. 

 

Chart 36: Skills and expertise acquiring of the CSO`s team in Macedonia  
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Based on the results, it can be concluded that for majority of the respondents, the 

current job at the CSOs has been the starting learning point in their professional 

carrier. It is important to note that the process of professional learning within the 

CSOs was based also on self-learning of the employees, while formal training was 

rarely used for advancing skills. 

 

Chart 37: Frequency of information sharing within the CSOs in Macedonia 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 38: Storage of information within the CSOs in Macedonia 
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0 1 2 3 4 5 6

Constantly

Very often

Quite often

Not often/rarely 

Q4: How often do you share information with other staff 
members in a formal way?

0 1 2 3 4 5 6

In paper-based documents and hard drive

In paper-based documents, the Executive 
manager and hard drive

On my workstation computer/hard drive 

Q5: Where is most of the information that you need to do your work 
located or stored?



 

 

Chart 39: Amount of time needed for the staff in the CSOs to acquire the rele-

vant knowledge  

 

 

 

 

 

 

 

 

 

 

The staff within the CSOs constantly or very often shared information among each 

other and they usually stored documents in different sources, such as: paper-

based documents, their workstation computer/hard drive and it usually takes 

them few minutes or few hours/days to get the relevant knowledge which is 

stored in the organisation. 

 

Chart 40: Employees’ perceptions on the stored knowledge in their organisation 
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Chart 41: Staff perception of the knowledge in their organisation 

 

 

 

 

 

 

 

 

 

 

 

Chart 42: Perception of the staff within the organisation 

 

 

 

 

 

 

 

 

 

The staff within the CSOs mainly considered the stored knowledge in their organi-

sation as quite important, relevant, but not updated regularly. Moreover, in most 

cases the knowledge in the organisation can be directly applied to current situa-

tions with little or no need to seek out or create new knowledge and as the pro-

jects of the organisation change, the employees need to seek for new knowledge 

that is not directly available in the organisation or its databases, but it rather re-

sides with the experts outside of the organisation. 
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Chart 43: Perception about the willingness of the staff to share information 

 

 

 

 

 

Chart 44: Perception of the level of knowledge in the CSOs in Macedonia 

The staff within the CSOs assessed their colleagues as supportive for knowledge 

creation and sharing and in general, the staff is satisfied with the degree of col-

laboration within their organisation. They are satisfied with the knowledge stored 

in their organisation that enables them to perform working tasks and feel collabo-

rative atmosphere in the organisation, although they acknowledge that there was 

a lack of acceptance of the responsibility for failure. 
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Chart 45: Challenges in sharing among staff members in the CSOs in Macedonia 

 

 

 

 

 

 

 

 

 

 

 

In terms of sharing information among the staff in the CSOs in Macedonia, the lack 

of proper organisational guidelines on sharing and the lack of proper IT platform 

to share were among the main challenges. One respondent noted that there are 

no barriers in this process.  This aspect confirms the need for a more structural 

approach towards knowledge storage and management that can bring greater 

internal motivation for sharing, can stimulate teambuilding and reinforce con-

structive critics towards knowledge management processes. 

 

The following charts assess the technological aspect of knowledge management in 

the CSOs in Macedonia. 

 

Chart 46: Technological infrastructure of the CSOs in Macedonia 
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Chart 47: Problems faced by the CSOs in using IT for knowledge management 

The CSOs in Macedonia have implemented Internet and data warehouse as most 

common technological tools. Other systems, such as: intranet, data management 

system, groupware, extranet and knowledge management software solutions 

were rarely used. In relation to the problems faced by the CSOs in using IT for 

knowledge management, the most common problems are: lack of training for IT 

use, lack of time to learn, lack of proper IT tools and the fact that everyday use of 

IT was not integrated into normal working practice of their organisations. 

 

The following charts describe the barriers and hurdles in knowledge management 

in the CSOs in Macedonia. 

 

Chart 48: Barriers for the staff in terms of storing information in the CSOs in Ma-

cedonia 
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In relation to the barriers experienced in terms of knowledge sharing and manage-

ment in the CSOs in Macedonia, the most common barriers were the lack of time 

of the employees to deal with knowledge management as well as the lack of tech-

nological support to practice knowledge storing and sharing. 

 

Chart 49: Cultural barriers to knowledge management in the CSOs in Macedonia 

 

 

 

 

 

 

 

 

 

 

Moreover, the most common cultural barriers in this process were the following: 

lack of training and the lack of participation by all employees in this process. One 

respondent noted that their organisation doesn`t experience cultural barriers in 

KM processes. 
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Chart 50: Hurdles in effective implementation of knowledge management in the 

CSOs in Macedonia 

The biggest hurdles in effective implementation of knowledge management in the 

CSOs in Macedonia are the following: lack of understanding of KM and its benefits, 

the technological limitation, clear instruction on what kind of knowledge is to be 

managed and is to be made available and the fact that they struggle to attract and 

retain talented people. Again, one respondent noted that their organisation 

doesn`t experience any hurdlers in effective implementation of KM processes. 

 

Comparatively seen, there are no differences in the attitudes, understandings, 

needs and problems faced by PAC Multimedia and the involved civil society or-

ganisations from Macedonia. Within all civil society organisations, including PAC 

Multimedia, the knowledge management is in its emerging stage; they recognise 

knowledge as part of their asset base, support knowledge storage, sharing and 

transfer as a strategic part of their work but face problems in relation to lack of 

time for employees to devote on knowledge management, have lack of proper IT 

infrastructure for storing and managing knowledge and lack of organisational 

guidelines on sharing knowledge. All of them have accentuated the need for  train-

ings and investments for overcoming technological limitations and developing 

disposition for what kind of knowledge is to be managed and making it available.  
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 5. Conclusions 

 

 

 

 5.1 Opportunities within PAC Multimedia and the Civil Society Organisa-

tions in Macedonia 

 

Related to the organisation`s strategy towards knowledge creation, storing, shar-

ing and re-use, the following can be concluded: 

 Types of knowledge: diverse knowledge is stored in the organisational files 

and folders (paper based documents and hard drive), partly on the web site 

and various tacit knowledge is invested in staff and external consultants 

(experts), particularly in the Executive Manager who has been running the 

organisation from its initiation. 

 Sources of knowledge: diverse; internal sources streaming from the staff in 

the organisations and external sources streaming from former staff members, 

consultants involved on regular and part-time basis in the projects and volun-

teers. 

 Frequency of usage: high use of stored knowledge and promoted intentions 

on personal responsibility for acquiring knowledge and sharing it with other 

staff members. 

 Time spent in searching for knowledge: low amount of time is spent on finding 

and accessing the knowledge stored in the organisations. However, there is a 

tendency for overburdening the staff which poses risks on the availability of 

time the staff can invest in sharing knowledge within the organisations. 

 Information on key stakeholders and beneficiaries: low, although project`s 

files and folders, web sites and other data contain information on stake-

holders and beneficiaries, beneficiary focused knowledge is not meticulously 

kept within the organisations. There is a need for more structural approach 

towards gathering, storing and sharing data on beneficiaries and stake-

holders. 
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 Information on key knowledge processes: low, since there aren`t defined pro-

tocols on gathering, archiving and sharing knowledge. This is mainly a result of 

a lack of training related to knowledge gathering, storage and management. 

However, within each organisation there are certain procedures which allow 

easy flow of information. 

 Information is passed within the organisation without barriers: high level of 

cooperation and sharing of data across the organisation. Although the lack of 

participation by all employees in addition to the lack of focused attention of 

the Executive Manager were noted, there is a rather horizontal organisation 

of knowledge creation, storage and transfer across the organisations. 

 

In relation to people`s attitudes and behaviours for management of knowledge, 

the following can be concluded: 

 Information about team and individual successes: there is a high level of 

knowledge of team capacities, interests, expertise. The organisational culture 

allows personal information to be shared among the team, and there is high 

level of knowledge of individual interests and future plans. 

 Staff encouragement to openly share knowledge: the organisational culture in 

PAC Multimedia and in the other involved CSOs is open, encouraging and sup-

portive to knowledge sharing. Moreover, its basic values and purpose empha-

sise on sharing of knowledge and knowledge management is not a task of a 

few designated ones but rather a task of each team member who feels per-

sonal responsibility for gathering, storing and sharing knowledge. 

 Executive management support to sharing knowledge: there is a high level of 

Executive management interests in knowledge management. Moreover, con-

tinuous and full support is given to such processes within the organisations. 

However, it is notable that the executive managers are the strongest point of 

creating and sharing knowledge within the organisations. 

 Capacities for knowledge leadership: medium developed capacities for knowl-

edge leadership and there is an acknowledged need for providing training 

opportunities for the staff including the Executive level for knowledge man-

agement and for IT use in everyday work. 
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identified proper IT tools for knowledge management; moreover, the web sites 

are rather used as a promotion tool than as a data base for diverse knowledge 

storage. 

 

 5.2 Challenges of PAC Multimedia and the Civil Society Organisations in 

Macedonia Related to Knowledge Management 

i. Knowledge leadership: 

 Training opportunities for the staff in the following segments: basic 

training on knowledge management and IT use in knowledge man-

agement process (specifically on web site administration). 

 Creating a knowledge enhancing culture: 

 Overcoming what is usually the largest obstacle to sharing knowl-

edge through trainings, organisational and personnel procedures and 

guidelines. 

Ii. Knowledge strategy and policy: 

 Formalised organisational guidelines on storing knowledge in a data 

base in the organisation and the web site and addressing what kind 

of knowledge is to be managed and to be made available. 

Iii. The technology infrastructure: 

 Using the benefits of IT tools in knowledge management process 

especially in relation to the web site and the possibilities offered by 

social networking. 

 

 5.3 Practical Starting Points and Critical Success Factors 

The most practical starting points for PAC Multimedia are as follows: 

 Development of formal organisational guidelines on storing knowledge in a 

data base in the organisation and on the web site. 

 Update of the organisational data base. 

 Development of a Project form to be filled in and stored for each single pro-

ject and regularly updated containing: project summary, period of implemen-

tation, donor, location, target groups, activities and commentary of knowl-

edge gained. 

 Development of expert data base. 
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 Redesign of the web site that can serve as a data base for programmes, pro-

jects and the knowledge gained. 

 Improvement of the IT equipment in PAC Multimedia: introduction of Group-

ware. 

 Providing training opportunities for staff related to knowledge management 

(share of knowledge through this project, in-house trainings) and training op-

portunities for web site administration. 

 

The critical success factors for the changes are as follows: 

 Flexibility by individuals to be fully involved in this process within PAC Multi-

media. 

 Full support to the process by the Executive management. 

 Full support to improvements in technological capabilities. 

 Cost effectiveness of the envisaged operations. 
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  7. Appendix 

 

 

7.1 Questionnaire for KM within the CSOs in Macedonia 

 

QUESTIONNAIRE 
 

The major objective of this survey is to detect the Knowledge Management (KM) 
process in the Civic Society Organisations (CSO`s) in Macedonia and how it con-
tributes to the development of an organisation oriented toward learning based 
on acquired knowledge. The information collected is only for research purpose 
and will be kept confidential. 
The questionnaire is structured in a way that it requires your observation in rela-
tion to the KM process in the organisation, the current and the future knowledge 
needs as well as how knowledge flows in the organisation. 
The questionnaire is sent in an electronic form via e-mail. Each respondent need to 
provide answers to all questions by: i) writing the answers in a designated place, or 
ii) by ticking an answer or iii) bolding the text of choices. About 30 minutes are re-
quired to complete the questionnaire, which can later be sent to 
info@multimedia.org.mk  
We hope that your daily schedule will 'find' time and will help us in this joint re-
search. 

According to your opinion please put a tick mark  in the appropriate 
box wherever required.  

 
1. What is the current status of Knowledge Management in Your organisa-
tion? 
a) Not in existence at all  [  ] b) Emerging stage [  ]  
c) Introduction stage  [  ] d) Growth stage  [  ] 
 
2.  Does Your organisation recognise knowledge as a part of their asset 
base?  
a) Yes  [  ]   b) No [  ] c) Can’t say  [  ]  
 
3.  How did you acquire most the skills/expertise that you have been using 
in your job over the past 6 months? 

68 



 

 

a) in this organisation                   [  ] 

b) through self learning                  [  ] 
c) through formal training                                 [  ] 
d) at my last job or elsewhere            [  ] 

4. How often do you share information with other staff members in a formal 
way? 

a) Constantly     [  ] 
b) Very often     [  ] 
c) Quite often     [  ]  
d) Not often/rarely     [  ] 
 
5.    Where is most of the information that you need to do your work located or 
stored? 
a) In paper-based documents  [  ]   
b) In the Executive manager                            [  ] 
c) On our web site                                  [  ] 
d) On my workstation computer/hard drive  [  ] 
 
6.   How much time does it take for an employee to get the relevant knowledge 
in Your organisation? 
a) A few minutes   [  ]   c) A few days       [  ] 
b) A few hours        [  ]   d) Week or more  [  ]  
 
7.     What do you think of stored knowledge in Your organisation? 
a) It’s quite important, relevant and latest    [  ] 
b) It’s quite important, relevant but not updated regularly [  ] 
c) It’s just trivial, a part of formalities and of no use  [  ] 

 

8.   Which of the following best describes Your organisation in regards to new 

knowledge creation? 
a) It’s the job of the Executive manager only    [  ]  
b) They view it as everyone’s job and everybody contributes to it   [  ] 
c) Executive management takes active interest in it and  
supports it continuously                                                                                  [  ] 
d) It’s part of our organisational philosophy & culture   [  ] 
e) If any other, please specify   ___________________________________ 
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d) Was very supportive in the beginning but now lost interest  [  ] 
 

10.  What does Your organisation think of Knowledge Management (KM)?  
a) Never heard of it       [  ]  
b) Something they are already doing but not under the same name [  ] 
c) It is just a management trend     [  ] 
d) It is strategic part of their work        [  ] 
e) Something that could be beneficial for the organisation   [  ] 
f) If any other, please specify  ____________________________ 
 
11.   Which one of the following strategy Your organisation uses for KM?  
a) KM as an organisational strategy   [  ]  
b) Transfer of knowledge & best practices    [  ] 
c) Beneficiaries focused knowledge    [  ] 
d) Personal responsibility for knowledge     [  ] 
e) Innovation and knowledge creation          [  ] 
f) If any other, please specify ________________________ 
 
12.   Which of the following best describes Your organisation culture?  
a) The basic values & purpose emphasise on sharing of knowledge [  ]  
b) There is an open, encouraging & supportive culture   [  ] 
c) Knowledge management is each and everybody’s job  
and so everybody have the best of knowledge    [  ] 
d) The prevailing notion is that the knowledge management is the task  
of a few designated ones and there is no need for knowledge sharing  [  ] 
e) If any other, please specify _____________________________ 
 
13. Which of the following is the biggest barrier to your being able to store infor-
mation you receive more efficiently and effectively? 
a) Lack of time/too busy    [  ] 
b) Poor tools/technology   [  ] 
c) Poor information systems/processes/hardware  [  ] 
 
14. Which are the biggest cultural barriers in knowledge management in Your 

organisation (tick all relevant boxes)?  
a) Lack of participation by employees     [  ] 
b) Not willing to share knowledge     [  ] 
c) Lack of trust         [  ] 
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d) Knowledge sharing not a part of daily work   [  ] 
e) Lack of training                   [  ] 
f) Lack of rewards/ recognition for knowledge sharing  [  ] 
g) If any other, please specify ___________________________ 
 
15.  Which technologies have Your organisation implemented (tick all relevant 
boxes)?  
a)  Internet [  ]  b) Data warehousing     [  ]  
c)  Intranet [  ]     d) Knowledge management software   [  ] 
e)  Extranet [  ] f) Decision support system     [  ] 
g)  Groupware [  ] h) Data management system     [  ] 
i)   If any other, please specify ________________________________ 
 
16.  What are the problems faced by Your organisation in using IT for Knowledge 
Management (tick all relevant boxes)? 
a) Lack of training      [  ]  
b) Too complicated system of gathering/keeping data  [  ] 
c) Lack of identifying the proper IT tool                                                     [  ] 
d) Lack of time to learn      [  ] 
e) Lack of user uptake due to insufficient communication [  ] 
f) Every day use did not integrate into normal working practice  [  ] 
g) Unsuccessful due to technical problems    [  ] 
h) If any other, please specify ______________________________ 
 
17.  What is the biggest hurdle in effective implementation of KM in Your organi-
sation (tick all relevant boxes)? 
a) Changing people’s behaviour from knowledge hoarding to knowledge sharing 

        [  ] 
b) Lack of understanding of KM and its benefits   [  ] 
c) Determining what kind of knowledge to be managed & making it available   

        [  ] 
d) Justifying the use of scarce resources for KM                     [  ] 
e) Lack of Executive management commitment to KM             [  ] 
f) Overcoming technological limitations                                   [  ] 

g) Attracting & retaining talented people                                  [  ] 

h) If any other, please specify _______________________ 
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18.  What are the challenges in sharing information with other staff members 
(tick all relevant boxes)? 
a) Don’t perceive there is an urgent need to share                   [  ] 
b) Lack of open-minded sharing environment   [  ] 
c) Lack of trust of other people’s knowledge   [  ] 
d) No proper organisational guidelines on sharing   [  ]  
e) Bureaucratic procedure involved in sharing info/knowledge [  ] 
f) Task doesn’t require cross-dept. or projects info sharing   [  ] 
g) No proper IT platform to share     [  ] 
h) Do not know about other person’s knowledge needs   [  ] 
 
Please rate the level in which you agree with the given statements describing 
your perception on knowledge sharing within Your organisation. 
 

Description of Rating Scales 

 

Value Meaning Assigned 

Strongly Agree You are in agreement with the statement to 
a very high extent 

Agree You believe that statement is true to some 
extent 

Disagree You believe that statement is not true to 
some extent 

Strongly Disagree You totally disagree with the statement 

Don’t know/Cant say
(Dn/Cs) 

You do not know about it or can not say 

72 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

73 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Area: 
The overall working envi-
ronment in Your organisa-
tion: 

Strongl
y 
agree 

Agre
e 

Dis-
agree 

Strongly 
disagree 

Don’t 
know/
Can’t say 

facilitates knowledge crea-
tion 

          

facilitates knowledge stor-
age/retrieval 

          

facilitates knowledge trans-
fer 

          

enables me to accomplish 
tasks more quickly 

          

improves my job perform-
ance 

          

enables the organisation to 
react more quickly to 
changes in the social and 
cultural context 

          



 

 

 

Perception about knowledge 
in Your organisation 

Stron
gly 
agree 

Agre
e 

Dis-
agree 

Strongl
y dis-
agree 

Don’t 
know/
Can’t 
say 

the specific knowledge that I 
need resides with the experts 
rather than being stored in the 
organisation because the 
knowledge is typically difficult 
to clearly articulate 

          

the knowledge stored in the 
organisation cannot be di-
rectly applied without exten-
sive modifications because of 
the fast-paced, dynamic envi-
ronment in which the organi-
sation operates 

          

as the projects of my organisa-
tion change frequently, I am 
always having to seek new 
knowledge that is not directly 
available in the organisation 
or databases 

          

I am able to extensively reuse 
knowledge from the organisa-
tion after making few if any 
changes to adapt the retrieved 
knowledge to the current 
situation 

          

the knowledge that I find in 
the organisation can be di-
rectly applied to current situa-
tions with little or no need to 
seek out or create new knowl-
edge 
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Do you think the staff in Your 
organisation is: 

Stron
gly 
agree 

Agre
e 

Dis-
agree 

Strongl
y dis-
agree 

Don’t 
know/
Can’t 
say 

satisfied by the degree of col-
laboration 

          

supportive for knowledge 
sharing & creation 

          

There is a willingness to: Stron
gly 
agree 

Agre
e 

Dis-
agree 

Strongl
y dis-
agree 

Don’t 
know/
Can’t 
say 

collaborate within the organi-
sation 

          

accept responsibility for fail-
ure 

          

share best practices with 
other employees 

          

I always find the: Stron
gly 
agree 

Agre
e 

Dis-
agree 

Strongl
y dis-
agree 

Don’t 
know/
Can’t 
say 

precise knowledge I need           

sufficient knowledge to en-
able me to do my tasks 

          

I am satisfied with the knowl-
edge that is available in the 
organisation to use 

          



 

 

 

Perception about knowledge 
in Your organisation 

Stron
gly 
agree 

Agree Dis-
agree 

Strongl
y dis-
agree 

Don’t 
know/
Can’t 
say 

There are well defined proc-
esses for creation, capture, 
and acquisition of knowledge 

          

Information regarding the 
projects description is up-
loaded at the web site and 
other data banks 

          

Useful knowledge can be eas-
ily shared 

          

A cohering and powerful vi-
sion of the organisation is 
shared across the workforce 
to promote need for strategic 
thinking at all levels 

          

There are enabling structures 
in terms of hierarchy and 
communication flows that 
facilitates learning 

          

The organisation provides 
incentives to motivate mem-
bers to learn from experi-
ences and use KM data base 

          

The organisation continuously 
strives for learning and re-
learning for its employees 
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20.  How significant is the role that effective KM can play in achieving the best 
result in regard to the following in Your organisation? 

21.    In your views, how can other CSO`s and governmental institutions help in 
enhancing the knowledge base of Your organisation? 
___________________________________________________________________
___________________________________________________ 
22. Kindly indicate how Your organisation can be motivated to introduce Knowl-
edge Management practices. 
___________________________________________________________________
___________________________________________________ 
 
23. Kindly indicate the steps, which Your organisation should take for success-
fully implementing the Knowledge Management Programme. Also indicate the 
relative importance of IT in this context. 
___________________________________________________________________
___________________________________________________ 
 
Something to add, that we have missed in the questionnaire. 
___________________________________________________________________ 
 
                                                Thank you for your kind cooperation. 
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  Least signifi-
cant 

Average Extremely 
significant 

Improving organisational image       

Improving beneficiaries’ satis-
faction 

      

Improving organisational effec-
tiveness 

      

Development of new innovative 
projects 

      

Sustainability of the organisa-
tion 

      

Better decision-making       

Employee development       




