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Abstract

Nowadays, the business landscape is changing rapidly and the competitive environment is no longer predictable.
Survival and success depend entirely on the organization's ability to adjust to the dynamics of the business
environment by making effective decision-making and proper utilization of skills and knowledge of employees.
These are recent developments that represent the recognition of knowledge as a key competitive tool for the
hospitality and tourism sector because need to upgrade their customer service to a much higher plane in order to
survive in this competitive environment. Tourism, as one of the world’s major economic sectors will ultimately
be required to adapt to these changes. But, hospitality and tourism industry has been slow in adopting KM
approach. Therefore, suggestion if hospitality and tourism sector as an activity-based service sector that
information and knowledge are fundamental want to remain competitive in this changing era, the adoption of a
knowledge management approach will be required. This paper presents an overview of the relatively new
concept of knowledge management and the issues in applying such an approach to a sector such as hospitality
and tourism.
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1. Introduction

The generation and use of new knowledge to feed innovation and product development is critical for the
competitiveness of both tourism destinations and enterprises. While the pivotal role of knowledge as a
competitive tool has long been recognized, the emergence of knowledge management as an academic field is
much more recent, dating from the 80s. As a competitive tool, the essentials of the process involve identifying
relevant knowledge and capturing it, transferring and sharing it, and ensuring that organizations are engineered
to optimize flows and to manage them efficiently. This demands an open decentralized environment where
individuals are empowered to view knowledge as a resource to be shared and not hoarded. The knowledge of the
employees who are able when using it generates new ideas is fundamental for gaining competitive advantage for
the enterprise. Knowledge management plays an important part in tourism, as well (Cooper, 2006). However,
tourism has been slow in adopting this approach (Stamboulis & Skayannis, 2003). The reasons for this delay
include

1. The poor connection between the industry and the academic research (Stamboulis & Skayannis, 2003). Unlike
some primary industries, in hospitality and tourism the links between businesses and researchers are neither
close nor formalized. Faulkner, Pearce and Shaw (1994) note that transferring knowledge to hospitality and
tourism is one of the most challenging issues for researchers.

2. The hostile-adoption environment (Cooper, 2006). This is especially characteristic of vocational businesses
and small businesses, since the application of KM demands a large amount of time and money.

3. No clear applicability for hospitality and tourism service and inter-organizational perspectives (Grizelj, 2003).
Since the concepts of KM are developed largely from a manufactured and multinational perspective (Nonaka &
Takeuchi, 1995), it has failed to take many aspects of hospitality and tourism services into account. Grizelj
(2003) points out that KM concept do not bring up the hospitality and tourism issues based on networks and lack
an inter-organizational perspective.

In order to remain competitive, hospitality and tourism companies must adopt the KM approach (Ruhanen &

Cooper, 2004). As customers become more experienced at finding the best deals for hotels, restaurants, travel
agencies, and tourist destinations, the hospitality and tourism organizations face increasingly intense worldwide
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competition. Considering the severe competition and the nature of the industry, employees and managers have to
acquire more knowledge, in order to consistently provide the best deals and service to customers. What is more,
customers’ preferences can be various and changeable, requiring employees and managers to understand the
changes and continue to provide the best experience (Hallin & Marnburg, 2008). This paper argues that the
growing literature and practice of knowledge management provides new perspectives and techniques to address
the challenge. This paper argues that for this approach to be applied to tourism, and particularly destinations, the
traditional knowledge management focus on the single organization will need to be changed. The term tourism in
this context applies to both public and private sector organizations, and to their macro-level articulation at
destinations.

2. Knowledge Management

Knowledge has been increasingly recognized as the most important and valuable asset in organizations and as a
key differentiating factor in business (Stewart et al., 2000). Many researchers have claimed the knowledge asset
has an enabling role to play in the formulation of successful strategies and achieving the organizational overall
objectives (Snyman and Kruger, 2004; Maier and Remus, 2002). Knowledge Management (KM) term first
presented by Karl Wiig in 1986, propose that the foundation of Knowledge Management is comprised of the way
knowledge is created, used in problem solving and decision making, and manifested cognitively as well as in
culture, technology, and procedures (Wiig, 1995). Davenport & Prusak (2000) explain that KM is "managing the
corporation's knowledge through a systematic and organized specified process for acquiring, organizing,
sustaining, applying, sharing and renewing both the tacit and explicit knowledge of employees to enhance
organizational performance and create value". Beckman (1999) argued that knowledge management concerns
the formalization of and access to experience, knowledge, and expertise that create new capabilities, enable
superior performance, encourage innovation, and enhance customer value. Bhatt (2001), on the other hand, state
that KM is a process of knowledge creation, validation, presentation, distribution, and application. Mishra (2009)
brings comprehensive perspective to the field by describing KM as deliberate and systematic coordination of
people, technology, processes, and organizational structure within an organization in order to add value through
reuse and innovation. Researchers multiple and diverse definitions of knowledge management have been
proposed in the literature. Goswami (2008) explained that the objective of knowledge management is to capture
tacit knowledge of different stakeholders of the organization as customers, shareholders, employees, suppliers
etc. and make it explicit so that other employees can take advantage of it. Such sharing of information will
enable improved and quicker decision making and benefit the organization. The reason for different and various
definitions about knowledge management is that some definitions focus on knowledge management processes
and some of consider to the aim. Essentially KM is a process by which intellectual property (IP) and research
outcomes are transformed into capabilities to assist enterprises to act as intelligently as possible to secure long-
term viability and success (Wiig, 1997). In an organisational context, KM might encompass: customer-focused
knowledge; intellectual asset management; innovation and knowledge creation; and most importantly; use
research to understand the processes and practices for the generation, identification, assimilation and distribution
of knowledge (Shariq, 1997). Such investigations will allow organizations to use knowledge and skills to satisfy
customers and exploit market opportunities both domestically and internationally (Coordination Committee on
Science and Technology, 1998). By adopting a KM approach, it is suggested that, organisations will increase
their opportunity to become more profitable, efficient and competitive; operate more intelligently in the market
place; and create learning, networked organizations (Beijerse, 1999).

Sveiby (2001) divides the development of the literature into three phases. As Tuomi (2002), he suggests that the
early phase, from the mid-60s and onwards, was dominated by information technology with focus on enhancing
productivity by controlling the rapid growth of information volume.

In the mid- to late-1980s, there was a new shift from the production- to the market-driven society (Cooper, 2006;
Sveiby, 2001). It was during this second phase that customers became increasingly discriminating and began
requiring products and services that would provide them with the best possible advantages, thus making them
more successful in their own pursuits (Wiig, 1997). Competition among firms about which could provide the
best services and products based on knowledge became a reality, and data warehousing became the theme of the
day. In 1989, the Sloan Management Review published its first KM related article, and the same year, several
management consulting firms started offering services to clients to tap knowledge pools (Wiig, 1997). According
to Sveiby (2001), it was in this second phase that the view on intellectual capital was brought about and that
organizations could increase their competitive advantage through tapping knowledge stocks that had not
previously been considered. The third phase of the KM literature started emerging in the mid- to late-1990s and
continued into the 21st century.
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In his book Post-Capitalist Society (1993), Drucker (1993) claimed that the Western World was entering into
what he denoted as the knowledge society in which the basic economic resource would be knowledge and no
longer capital, natural resources or labor. Drucker emphasized that organizations have to be prepared to abandon
knowledge that has become outdated and learn to create new knowledge through: (1) continuing improvement of
every activity; (2) development of new applications from its own successes; and (3) continuous innovation as an
organized process. This period has the most to offer the tourism (Cooper, 2006) and hospitality industry. As the
Information Age moves into the knowledge economy, knowledge has become an essential resource for
developing competitive advantage based on the production, distribution and use of information.

Context
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thatknowledge patterns anise
by patterns among data, g
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Inform ation and possibly
B and the understanding of
other knowledge. These o
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data and possbly other Knnwledge
item or event
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out of context ’
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Information
relation to

other things. / UNDERSTANDING RELATIONS

Data Understanding

Figurel. Clarifying data, information, knowledge, and wisdom

Knowledge can be classified into two:

Explicit knowledge: It is the knowledge that is collected, stored, distributed and shared primarily as electronic
or paper documents. It is simply the knowledge acquired through training and education.

Tacit knowledge: This involves special productive knowledge and skills possessed by individual. It also
includes cognitive skills such as belief, images, intuition and mental models as well as technical skills, processes
and some of consider to the aim.
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3. The Knowledge Management Processes
Tablel. The most significant knowledge management processes

Source / process Creation & | Identification | Save Refinement | transfer | application

acquisition | & Selection and & &

organize | processing sharing

Alavi & Leidner (2001) * # *
Shih et al (2001) * * ®
Allameh et al (2011) * # *
Davenport (1998) * ® *
Ward &Aurum (2004) * * # *
Hackett (2000) * * *
Herder et al. (2003) * # *
Chang &Chuang (2011) | * * # *
King et al (2008) * # ® # %
Wiig (2002) * * ® %
Marr & Spender (2004) * # ® # %
Jashpara (2004) * # # %
Daneshgar et al (2008) * * * * *

As shown in Table (1), investigate dimensions of knowledge management reflect various processes to
knowledge management in different periods and references. The knowledge management processes are in the
literature mentioned as the knowledge management practices. KM practices are defined here as observable
organizational activities that are related to knowledge management. It is an interrelated set of various business
processes developed in an organization to create, store, transfer, and apply the knowledge. Knowledge
management practices the first stage is knowledge acquisition, knowledge creation, knowledge storage,
knowledge distribution, knowledge use, and knowledge maintaining (Patrick & Choi, 2009). Therefore we can
infer that this process is mainly and axial processes in knowledge management that improves the performance
and competitive advantage in organizations.

Table2. Knowledge management processes (Kenneth et al., 2007)
Knowledge Management System Sources & Type of Knowledge
Corporate repositories Internal & external knowledge
Online expert systems
Discovering patterns
Transactional processing systems
Creation of databases using Structured knowledge system
Digitizing, tagging, indexing
Portals Semistructured knowledge systems
E-mails

Instant messaging
Search engines
Video conferencing
FAQ repository Knowledge network systems
Expert domains

ERP (enterprise resource planning)

CRM (customer relationship management)
SCM (supply chain management)

Acquisition

Storage

Dissemination

Applications

AN NN Y VA N N N NN N N N N NN

4. Knowledge Management Applications

Kabene, King and Skaini (2006) state that there are six areas of KM applications: transactional, asset
management, process based, analytical, innovation and developmental .Ward and Le (1996) believe E-learning is
one of the most imperative KM approaches, as it allows the employees to have the training anywhere at any
time.

Yahya and Goh (2002) point out generally there are two KM approaches. They are centralized KM and
decentralized KM. They also introduced two companies: Seven-Eleven in Tokyo and BP. Seven-Eleven is an
example of centralized KM approach, and this centralized KM relies on a central system to capture and store all
the available knowledge. BP, which uses the decentralized KM approach, focuses on knowledge sharing in the
organization.
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E-learning, a computer-based training, has been introduced to many hospitality and tourism companies.
Hospitality and tourism companies use E-learning to enhance customer service and information management.
For example, Holiday Inn uses computer technology to investigate the needs of training and let employees to
choose training schedules and contents. Although E-learning can be beneficial to organizations, some small and
mid-size organizations may face challenges in applying it. Small or mid-size organizations are not able to afford
the computer technology systems (Harris, 1995).

For example, Call (2005) introduces the KM system adopted by Ritz-Carlton Hotel. This KM system consists of
best service and practices from employees in each department of the hotel and is updated annually. The hotel
management views the employees as the most crucial component of KM.

Furthermore, Singapore Airlines invested a lot of money on improving its knowledge networks. It used this
system to predict the flight tickets supply and demand. This well-developed knowledge network help the airline
company maximize tickets sales (Goh, 2007).

5. Knowledge Management and Tourism

Knowledge management addresses the critical issue of organizational adaptation, survival, and competitiveness
in the face of increasingly discontinuous environmental change (Malhotra 2002). For tourism, this environmental
change is evident in both the supply environment and the changing nature of consumer behavior. Destinations
are constantly adapting to changing situations by creating and using knowledge in order to respond to, for
example, the safety and security measures necessary following the September 11 attacks on the United States
(WTO 2001). Yet, although a number of authors have reviewed the tourism literature (Echtner and Jamal 1997;
Tribe 1997) there are to date few examples of the application of knowledge management. The exceptions here
are general reviews by Bouncken and Pyo (2002) and Ruhanen and Cooper (2004); more specific applications in
Carson and Adams (2004) for tourist information centers; Gamble, Chalder and Stone (2000) for the
intermediaries sector; Ayala (2000), Choi and Cho (2000), and Bouncken (2002) for the management of hotels;
Pechlaner, Abfalter and Raich (2002) for cross-border destination systems; and Hawkins (2004) and Kahle
(2002) on the process of transfer in tourism.

6. Knowledge Management Research in the Hospitality and Tourism Industry

Since the 1990s, KM has become a popular topic for researchers. However, the hospitality and tourism industry
has not followed this trend until recently (Cooper, 2006). KM is primarily thought of from a multinational and
manufacturing perspective; therefore, it fails to consider many aspects of the hospitality and tourism industry
(Nonaka & Takeuchi, 1995). Unlike other industries, hospitality and tourism companies need to work with a
variety of other industries, such as the service industry, to work out the service products (Hallin & Marnburg,
2008). As a result, when working in a hospitality and tourism context, KM concepts need to be extended to
consider interorganizational issues. Cooper (2006) notes that the two approaches of the academic and the
practitioner should be combined into a single and clear definition: for the hospitality and tourism sector, KM is
the process of gaining competitive advantage by allocating knowledge assets within companies.

Employees are very important to hospitality and tourism organizations. Employees' performance has a huge
impact on organizational performance. Also the performance of employees can greatly affect the implication of
KM. In order to effectively adopt KM approach to organizations, human resource needs to foster a KM culture
that encourages KM applications. Yahya and Goh (2002) examined the relationship between human resource and
KM, and found that training and performance appraisals are greatly associated with KM.

What is more, organizations use KM approach to retain employees and enhance customer satisfaction (Cooper,
2006). Hospitality and tourism knowledge is heavily labor dependent and employees use their knowledge in
providing the best experience for customers, therefore, it is crucial that companies use KM approach to retain
employees and customer satisfactory.

Customer satisfaction and loyalty are the most important factors to the success of a hotel. Hospitality and
tourism employees have direct contact with customers. It is especially important for employees to have the
knowledge about customer preferences and how to provide the best service (Bouncken, 2002).

Scholars point out that KM can greatly influence training. Delaney and Huselid (1996) pointed out that

organizations should align training with the goals and strategies of the organization. The purpose of training is to
share knowledge with employees, who can use it to improve performance (Frash, Antun, Kline, & Almanza,
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2010). KM can help human resource specialists identify training needs in order to provide the right training to
the right person. Training in hospitality and tourism organizations is imperative, as the majority of employees
have direct contact with customers and organizations want to ensure that employees provide service that will
attract new customers and retain returning customers (Nightingale, 1985). However, it is crucial for hospitality
and tourism companies to decide the proper training method to meet the objectives. Because of the budget, time

and availability of training personnel, sometimes training do not solve the specific training problems (Froiland,
1993).

Researchers agree that KM enables employees to be innovative about the company’s products and services. In
order to be competitive, hospitality and tourism organizations need to produce new products and be creative
about service (Cooper, 2006). By acquiring, sharing and transferring the required knowledge, KM leads
employees to be creative, ultimately leading organizations to gain competitive advantage (Bouncken, 2002).

Although the studies on KM in the hospitality and tourism sector have been limited, the businesses in the
industry are increasingly reliant on the KM approach to improve performance and gain competitive advantage
(Leiper, 2004). Due to the increased use of information technology (IT) and systems, hospitality and tourism
services have become knowledge-based. Sheldon (1997) notes that the hospitality and tourism sector is one of
the largest users of IT. As a result, it is imperative for hospitality and tourism organizations to encourage and
learn from KM research in order to distinguish an organization from its competitors.

7. Importance of and Barriers to Applying Knowledge Management

Many scholars believe that the KM approach is a crucial tool for hospitality and tourism companies wishing to
gain competitive advantages (Cooper, 2005; Jafari, 1990). In light of rapid changes to the economy, hospitality
and tourism companies are facing serious problems: increasing operating uncertainty, changing customer
preferences, shorter service product life cycles, and complicated intrusive constraints. KM is an important
solution to those problems (Scott & Laws, 20006).

By following the knowledge management approach, companies can make better plans for the future, reach a
better level of decision making, and ultimately increase competitiveness and gain maximum benefits (Cooper,
2002; Roos & Roos, 1997). Other industries, such as the space and computer industries, have been using KM
tools for a long time. Many successful corporations have even set up research and development departments for
collecting and analyzing data (Gupta & McDaniel, 2002). These data can help corporations to acquire useful
information with which to make short-term and longterm decisions. Therefore, KM is the key to gaining
competitive advantage. Because hospitality and tourism organizations face a more complicated reality than other
organizations (Lemelin, 2006), these organizations should also engage in KM processes.

The literature on KM fails to consider many hospitality and tourism issues (Grizelj, 2003). KM research
therefore needs to be improved to meet the specific requirements of the hospitality and tourism industry.
Furthermore, managers are often faced with too many unclear and complicated KM concepts and
implementation processes (Bouncken & Pyo, 2002; Yun, 2004). Delphi, conducting a survey about knowledge
management with its practitioners, found that the future of KM would be greatly influenced by the practitioners’
ability to prove its benefits, obtain management support, and recognize the core knowledge (Plummer &
Armitage, 2007).

Simply understanding the process of KM does not lead to gaining competitive advantage and generating profits.
Knight and Howes (2003) think that the applications of KM are to improve business performance and meet the
corporate missions. As a result, it is important to establish the connection between business strategy and KM in
the early planning stages in order to apply KM system in all business operations and plans (Wiig, 1997). In this
way, the best possible knowledge can be made available at every level of activity.

Two more barriers to KM application are cost and time. The KM process requires a change in management, and
companies have to put a huge amount of money into the process and wait for the results (Cooper, 2006).
Hospitality and tourism organizations are kept busy with daily jobs, and may not have time for identifying and
planning from the available knowledge. Although it is easy to accumulate information in hospitality and tourism
organizations, employees and managers, especially those from small and midsize companies, cannot easily
derive the relevant information from all the information available to them (Gupta & McDaniel, 2002).

Finally, the very nature of the industry poses a challenge to the transfer of knowledge in the hospitality and
tourism sector (Cooper, 2006). Davenport and Prusak (1998) and Hjalager (2002) demonstrate that different
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cultures and different community practices lead to be a lack of reliance between the knowledge producer and
those who use the knowledge.

KM research is of primary importance to the hospitality and tourism industry and will benefit hospitality and
tourism organizations. KM research can help companies adopt KM processes in their daily work and enhance the
level of organizational learning. It may also have direct applications to business operations. The consensus
among researchers is that KM research should continue to improve the issues described in previous studies.

8. Conclusions

Subjects involved in tourism should make clear their approach to knowledge management and declare their way
of comprehension of the problem, i.e. if knowledge management is integral element of strategy of the learning
enterprise or if it is the form of experience advancement in the field of information management. In case this
objective is achieved, the indispensable part of knowledge management is definition of risks relating to
knowledge management system and how to reduce them. Only in this way knowledge can be efficiently applied
as the basis of competence advantage. So, if tourism is to become a sustainable industry sector and survive in
this competitive world, it must collectively refocus its research agenda and move beyond short-term ad hoc and
market driven research. A KM approach should be the underpinning objective for future research agendas so that
the increasing intellectual capital in tourism can be transformed into industry competitiveness and sustainability.

References

Alavi. M, Leidner. D.2001,”Knowledge Management &Knowledge Management Systems: Conceptual
foundations &research issues”, MIS Quarterly 25, pp.107-136.

Allameh, M. ,Zare, M.,. Davoodi, M.2011,”Examining the impact of KM enablers on knowledge management
process”, Procedia Computer Science3, pp. 1211-1223.

Ayala, H. (2000), Surprising Partners: Hotel Firms and Scientists Working Together to Enhance Tourism.
Cornell Hotel and Restaurant Administration Quarterly 41(3):42-57.

Beckman, T. 1997."Methodology for Knowledge Management..In Harmza," M.H.(Eds), the IASTED
International Conference on Atrtificial Intelligence and Soft Computing, ASC *97, Banff, IASTED ACT Press,
pp- 29-32.

Beijerse, R. P. (1999). Questions in Knowledge Management: Defining and conceptualising a Phenomenon. The
Journal of Knowledge Management 3(2):94-109.

Bhatt, G.D. 2001,"Knowledge Management in organizations: examining the interaction between technologies,
techniques and people," Journal of Knowledge Management 5, pp. 68-75.

Bouncken, R. (2002), Knowledge Management for Quality Improvement in Hotels. In Knowledge Management
in Hospitality and Tourism, R. Bouncken and P. Sungsoo, eds., pp. 25-59. New York: The Haworth Hospitality
Press.

Call, D. (2005). Knowledge management- not rocket science. Journal of Knowledge Management, 9(2), 19-30.
Carson, D., and K. Adams, (2004), Strategic Knowledge Management in Tourism: Effectiveness and
Constraints, paper presented to the CAUTHE conference.

Chang.T,Chuang.S. 2011,”Performance implication of knowledge management process: examining the role of
infrastructure capability and business strategy”, Expert sys with applications 38, pp. 6170-6178.

Choi, T., and V. Cho (2000), Towards a Knowledge Discovery Framework for Yield Management in the Hong
Kong Hotel Industry. Hospitality Management 19:17-31.

Cooper, C. (2002). Knowledge management and research commercialisation agendas. Current Issues in Tourism,
5(5), 375-377.

Cooper, C. (2005). Managing tourism knowledge: Concepts and approaches. London, England: Channel View.
Cooper, c. (2006), "Knowledge Management and Tourism", Annals of Tourism Research, Vol. 33, No. 1, pp.
47-64.

Coordination Committee on Science and Technology (1998). Interactions between Universities and Industry.
Online document. http://www.science.gov.au/CCST/CCSTInteractions, Visited 4th July 2002

Daneshgar, F., Aurum, A., Ward, J. 2008, "Investigation knowledge management practices in software
development organization: an Australian experience, Information and Software Technology", Vol.50. pp. 137-
146.

Davenport, T. H.& Prusak, L. 2000, "Working Knowledge: How Organizations Manage What they Know".
Harvard Business School Press.

Davenport, T, H. 1998,”Managing corporate knowledge: a comparative analysis of experiences in consulting
firms”, 2nd international conference on practical aspects of knowledge management.

Delaney, J. T., & Huselid, M. A. (1996). The impact of human resource management practices on perceptions of
organizational performance. Academy of Management Journal, 39 (4), 949-969.

120



Information and Knowledge Management www.iiste.org
ISSN 2224-5758 (Paper) ISSN 2224-896X (Online) g
Vol.4, No.9, 2014 “s E

Echtner, C., and T. Jamal (1997), The Disciplinary Dilemma of Tourism Studies. Annals of Tourism Research
24:868-883.

Faulkner, W., Pearce, P., Shaw, R., & Weiler, B. (1994), Proceedings from ’94: The Tourism Research and
Education Conference on Tourism Research in Australia, Brisbane, Australia: CAUTHE.

Frash, R.,Jr, Antun, J., Kline, S., & Almanza, B. (2010). Like it! Learn it! Use it?: A field study of hotel training.
Cornell Hospitality Quarterly, 51(3), 398-414.

Froiland, P. (1993). Training as bait. Training, 30(6), 45-49.

Goh, A. (2007). Adopting knowledge centered principles in innovation pursuits: The case of Singapore Airlines.
In M. E. Jennex (Eds). Knowledge management in modern organizations (pp. 335-353). Hershey, PA: Idea
Group Publishing.

Goswami, C. (2008)" "Knowledge Management in India: A Case Study of An Indian Bank", The Journal of
Nepalese Business Studies, Vol. V No. 3, pp: 37-49.

Grizelj, F. (2003). Collaborative knowledge management in virtual service companies - approach for tourism
destinations. Tourism, 51(4), 371-385.

Grizelj, F. (2003). Collaborative knowledge management in virtual service companies - approach for tourism
destinations. Tourism, 51(4), 371-385.

Gupta, A., McDaniel, J. (2002). Creating competitive advantage by effectively managing knowledge: A
framework for knowledge management. Journal of knowledge management Practice, 3.

Hackett, B. 2000, "Beyond Knowledge Management: New ways to work & learn", New York: Conference
Broad.

Hallin, C. A., & Marnburg, E. (2008). Knowledge management in the hospitality industry: A review of empirical
research. Tourism Management, 29(2), 366-381.

Hallin, C. A., & Marnburg, E. (2008). Knowledge management in the hospitality industry: A review of empirical
research. Tourism Management, 29(2), 366-381.

Harris, K. J. (1995). Training technology in the hospitality industry: A matter of effectiveness and efficiency.
International Journal of Contemporary Hospitality Management, 7(6), 24-29.

Hawkins, D. (2004), Transferring Tourism Knowledge. Madrid: WTO Tourcom Conference.

Herder P.M., Veeneman W.W., Buitenhuis M.D.J. and Schaller A. 2003, “Follow the rainbow: a knowledge
management framework for new product introduction”, Journal of Knowledge Management7, pp. 105-115.
Hjalager, A. (2002). Repairing innovation defectiveness in tourism. Tourism Management, 23(5), 465-474.
Jafari, J. (1990). Research and scholarship: The basis of tourism education. Journal of Tourism Studies, 1(1), 33-
41.

Jashpara, A. 2004,” knowledge management”, prentice hall: financial times limited. pp. 11-88.

Kabene, S. M., King, P., & Skaini, N. (2006). Knowledge management in law firms. Journal of Information,
Law & Technology, 1.

Kahle, E. (2002), Implications of ‘‘New Economy’’ Traits for the Tourism Industry. In Knowledge Management
in Hospitality and Tourism, R. Bouncken and P. Sungsoo, eds., pp. 5-23. New York: The Haworth Hospitality
Press.

Kenneth C. Laudon & Jane P. Laudon (2007) Management Information Systems Managing the Digital Firm,
10th Edition, Prentice Hall

King,W.R.,T.R.Chung, T.R. & Haney, M. H. 2008,”knowledge management and organizational learning”, The
International Journal of Management Science.

Knight, T., & Howes, T. (2003). Knowledge Management—A Blueprint for Delivery. Oxford, UK: Butterworth-
Heinemann.

Lemelin, S. (2006). The tourism intelligence network: The Quebec source for information on the evolving
tourism industry. Journal of Quality Assurance in Hospitality & Tourism, 7(1), 147-159.

Maier, R & Remus, U (2002), "Defining process-oriented knowledge management strategies", knowledge and
process management, Vol. 9, Issue 2, pp. 103-118.

Malhotra, Y. (2002), Why Knowledge Management Systems Fail? Enablers and Constraints of Knowledge
Management in Human Enterprises. In C. Holsapple, ed., Handbook on Knowledge Management (1) pp. 577—
599. Heidelberg: Springer Verlag.

Marr,B.Spender,J. 2004, "Measuring knowledge assets: implication of the knowledge economy for performance
measurement”, Measuring Business.

Mishra, J. K. 2009, Knowledge Management: Complexity, Learning & Sustainable., New Delhi, India:
Innovation Global India Publications.

Nightingale, M. (1985). The hospitality industry: Defining quality for quality assurance program - A study of
perceptions. Service Industries Journal, 5(1), 9-22.

Nonaka, I., & Takeuchi, H. (1995). The knowledge-creating company: How Japanese companies create the
dynamics of innovation. New York, NY: Oxford University Press.

121



Information and Knowledge Management www.iiste.org

ISSN 2224-5758 (Paper) ISSN 2224-896X (Online) g
Vol.4, No.9, 2014 “s E

Pechlaner, H., D. Abfalter, and R. Raich (2002), Cross Border Destination Management Systems in the Alpine
Region: The role of knowledge networks on the example of AlpNet. In Knowledge Management in Hospitality
and Tourism, R. Bouncken and P. Sungsoo, eds., pp. 89-108. New York: The Haworth Hospitality Press.
Plummer, R., & Armitage, D. (2007). Charting the new territory of adaptive comanagement: A Delphi study.
Ecology and Society, 12(2), 10-22.

Roos, G., & Roos, J. (1997). Measuring your company’s intellectual performance. Long Range Planning, 30(3),
413-426.

Ruhanen, L., & Cooper, C. (2004). Applying a knowledge management framework to tourism research. Tourism
Recreation Research, 29(1), 83-88.

Scott, N., & Laws, E. (2006). Knowledge sharing in tourism and hospitality. Journal of Quality Assurance in
Hospitality & Tourism, 7(1), 1-12.

Shariq, S. Z. (1997). Knowledge Management: An Emerging Discipline. The Journal of Knowledge
Management 1(1):75- 82.

Sheldon, P. J. (1997). The tourism information technology. Wallingford, UK: CAB International.

Shih, K., Chang, C. & Lin, B. 2010, "Assessing knowledge creation and intellectual capital in banking industry",
Journal of Intellectual Capital, vol. 11, no. 1, pp. 74-89.

Stamboulis, Y., & Skayannis, P. (2003). Innovation strategies and technology for experience-based tourism.
Tourism Management, 24(1), 35-43.

Stewart, K.A., Baskerville, R., Storey, V.C., Senn, J.A., Raven, A & Long, C. (2000), "Confronting the
assumptions underlying the management of knowledge: an agenda for understanding and investigating
knowledge management", ACM SIGMIS Database, Vol. 31, Issue. 4, pp. 41-53.

Sveiby, K.-E. (2001). What is knowledge management? Retrieved from
http://www.sveiby.com/articles/KnowledgeManagement.html

Syman, R & Kruger, C.J. (2004), "The interdendency between rategic management and strategic knowledge
management", Journal of Knowledge Management, Vol. 8, Issue 1, pp. 5-19.

Tribe, J. (1997), The Indiscipline of Tourism. Annals of Tourism Research 24:638-657.

Tuomi, I. (2002). The future of knowledge management. Lifelong learning in Europe, VII(2), 69-79.

Ward,A., & Le, V. (1996). Lessons learned on knowledge highways and byways. Strategy & Leadership, 24(2),
16-20.

Ward,J.,Aurum,A 2004.,”Knowledge management in software engineering describing the process”,15th
Australian software engineering conference, pp.137-146.

Wiig, K. M. (1997). Knowledge Management: An Introduction and Perspective. The Journal of Knowledge
Management 1(1):6- 14.

Wiig, K. M. 1995. Knowledge Management Methods: Practical Approaches to Managing Knowledge,
Arlington, USA: Schema Press.

Wiig, K. M. 2002, "Knowledge management has many facets", Knowledge Research Institute, INC, 2002.

WTO (2001), Tourism after 11 September 2001. Analysis, Remedial Actions and Prospects. World Tourism
Organization, Madrid.

Yahya, S., & Goh, W. K. (2002). Managing human resources toward achieving knowledge management. Journal
of Knowledge Management, 6(5), 457-468.

Yun, D. (2004). Knowledge management in hospitality and tourism (book). Annals of Tourism Research, 31(4),
1064-1065.

122



The I1ISTE is a pioneer in the Open-Access hosting service and academic event
management. The aim of the firm is Accelerating Global Knowledge Sharing.

More information about the firm can be found on the homepage:
http://www.iiste.org

CALL FOR JOURNAL PAPERS

There are more than 30 peer-reviewed academic journals hosted under the hosting
platform.

Prospective authors of journals can find the submission instruction on the
following page: http://www.iiste.org/journals/ All the journals articles are available
online to the readers all over the world without financial, legal, or technical barriers
other than those inseparable from gaining access to the internet itself. Paper version
of the journals is also available upon request of readers and authors.

MORE RESOURCES

Book publication information: http://www.iiste.org/book/

IISTE Knowledge Sharing Partners

EBSCO, Index Copernicus, Ulrich's Periodicals Directory, JournalTOCS, PKP Open
Archives Harvester, Bielefeld Academic Search Engine, Elektronische
Zeitschriftenbibliothek EZB, Open J-Gate, OCLC WorldCat, Universe Digtial
Library , NewJour, Google Scholar

e INDEX ({@‘ COPERNICUS

ros I NTERNATIONAL
INFORMATION SERVICES

@ vimsice soumaocs @

£z 8 Elektronische
@O0@ Zeitschriftenbibliothek

open

-

|

o » (..L()R( H()\\\L\I\H{SII\
— UniverseDigitalLibrary —



http://www.iiste.org/
http://www.iiste.org/journals/
http://www.iiste.org/book/

