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Abstract 

This paper proposes a new methodology for the implementation of innovation projects using 
existing knowledge management tools and techniques, to improve customer satisfaction. The 
proposed methodology was implemented in a technological services company located in the 
northwest of Mexico. The methodology consists of five phases: analysis of the current 
process, analysis of existing standards and methodologies, design of a solution, 
implementation of the solution, and analysis and verification of results. Following the 
implementation of the proposed methodology in the above-mentioned company, 
comprehensive management of innovation projects was achieved. Identification and 
application of technological and knowledge management tools, project commitment, better 
communication among project members, and improved performance are some of the 
highlights of the proposed methodology. 
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1. INTRODUCTION 

Project management helps organizations achieve their objectives (Crispieri, 2019). Project 
management is a means to optimize the operations of organizations (Melendez and El Salous, 
2021). Likewise, having the “right person(s)” with the “right knowledge” at the “right time” 
allows for greater control over the project (Al-Zayyat et al., 2010). 
Knowledge management has an important role in the success of the activities and strategies 
of organizations. It gives organizations a competitive advantage and involves application of 
concepts, tools and techniques for a better understanding of between different projects 
(Novais et al., 2023). Poorly defined tasks, uncertainty about responsibilities, scope or 
objectives can cause projects to fail. Therefore, project team members need to collaborate, 
share, collect and integrate information and knowledge to achieve the project objectives 
(Zulch, 2014a). 
The problem detected in the innovation department in a Mexican technological services 
company, in charge of carrying out innovation projects for the internal improvement of the 
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organization through the analysis of needs with internal clients, is that each member of the 
department works individually, choosing the process to be implemented according to their 
criteria, in which what has been learned is not shared, which in turn causes rework and 
dissatisfaction among the participants in the projects. 
Likewise, there is a lack of traceability in the developed projects that makes it difficult for 
the other members of the department to monitor them, a situation which becomes more 
complicated if someone is absent or stops participating in the project. Communication within 
the department and with project participants is often deficient, leading to ignorance of the 
status of the project and discrepancy in the expected results, causing difficulties in monitoring 
and completing the project. 
The objective of this paper is to propose a methodology for project development by using 
knowledge management tools and techniques to monitor activities, fulfill the proposed 
commitments, improve internal communication and achieve customer satisfaction. 
The rest of the paper is structured as follows: in the next section a review of the literature, is 
presented. In the subsequent section, the proposed methodology is presented, indicating its 
reasoning and the steps to follow. Then a discussion of the findings is presented, followed by 
conclusion and suggestions for future work. 
 
2. LITERATURE REVIEW 
 

2.1. Project Management 

Projects are a set of activities required to reach a defined goal with start and end dates, 
considering allocation of resources (Palacio and Ruata, 2011). Temporality is a characteristic 
that does not apply to the result created by the project; most projects are carried out to create 
a lasting result, each generating a unique product, service or result. It can involve one or 
several people, a unit of the organization or multiple units (Project Management Institute, 
2021). 
Project management is the application of knowledge, skills, tools and techniques to project 
activities to guide the work performed within the project and meet established requirements 
(Project Management Institute, 2021). Project management is based on work planning, 
monitoring and control of execution (Palacio and Ruata, 2011). Projects need to be designed 
under clear guidelines that ensure smooth development of the project, as, nowadays, it is 
more common for organizations to carry out more than one project at a time, representing a 
challenge in managing the scope, budget and schedule (Cabana, 2019). 
Organizations are forced not only to continuously introduce new products, but also to reduce 
development time and cost, hence project management needs to take this aspect into 
consideration while planning (Cabrera-Arias et al., 2020). 
 
2.2. Knowledge Management and Innovation 

Knowledge management refers to the process by which an organization generates, shares, 
distributes and, in general, manages information among its stakeholders to advance its wealth 
creation and value addition process (Quiñonez and Martínez, 2021). It is the deliberate and 
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systematic coordination of people, technology, processes and structure of an organization to 
add value through reuse and innovation. This is achieved by promoting the creation, sharing 
and application of knowledge (Dalkir, 2023). 
The application of innovation is increasingly important to create and sustain the competitive 
advantage of an organization, as well as promote its growth and prosperity (Unger, 2018). It 
is essential for improvement, and can affect people, institutions, entire economic sectors, and 
countries in multiple ways (Zastempowski and Cyfert, 2021). 
Through the application of knowledge, organizations can accelerate their development 
process of new products and processes. Knowledge management practices have both direct 
and indirect influence on business innovation, specifically the application of knowledge helps 
other knowledge management practices to improve business innovation (Ode and Ayavoo, 
2020). 
Knowledge integration provides the basis for repeated iterations of steps of knowledge 
processing through innovation, knowledge creation and other related activities (Dalkir, 
2023). When companies make investments, they tend to show themselves as companies that 
are structurally capable of generating knowledge, have a greater opportunity to improve their 
processes and acquire new forms of procedures to innovate (Pazmiño-Santacruz and Afcha- 
Chavez, 2019). 
 
2.3. Organizational Communication 

Communication is the process of exchanging information between a sender and a receiver. 
Assertiveness in communication is considered a communicative skill (Lesmes et al., 2020). 
The communication process plays an important role in establishing and sustaining 
relationships with customers and among employees (Lesmes et al., 2020). Communication 
problems can be a great obstacle to remote work projects; if not managed in a timely manner, 
it can lead to consequences such as lack of motivation among collaborators. Internal 
communication allows employees to be guided according to the strategic objectives of the 
organization (Muñoz et al., 2017). 
In recent years, the need to find new ways to maintain contact in a remote work context has 
emerged, and internal communication plays an especially important role in this regard 
(Alvarado et al., 2022). The era of technology has brought greater challenges in terms of 
facing competition and using different media (Valenzuela et al., 2020). Project managers can 
achieve success by getting projects on time and within budget, by effectively managing 
interaction and communication between people and organizations, and by establishing 
cooperative relationships. The project manager is the glue that holds the project together 
(Zulch, 2014b). 
 
2.4. Technological Tools 

Technology is the key factor in productivity, innovation and competition. Technology can be 
a basic element of company differentiation (Terán Bustamante et al., 2019). Technological 
tools are defined as the systematized mechanism to obtain valid and accurate information on 
specific topics (Instituto Politécnico Nacional, 2021). 
The use of appropriate tool can be of great help when managing a project and improving 
communication between group members, and providing solutions to various situations that 
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may arise during the development of projects (of any size) for a group of users for 
coordination and communication throughout the project (Reverte Bernabeu et al., 2007). 
Through more efficient use of technology, the decision-making process at all levels of the 
organization is improved (Arguello et al., 2021). The task of project management software is 
to facilitate the company’s business operations related to project management (Puška et al., 
2020). 
 
2.5. Similar Experiences and Related Studies 

Riano and Moreno (2021) compared different methodologies for project management 
highlighting their main characteristics and effectiveness, and the most common types of 
projects where they are used. Initially, a literary review of existing studies with similar 
objectives was carried out, followed by a comparison between traditional methodologies and 
agile methodologies, with specific focus on PMBOK, PRINCE2, SCRUM and KANBAN 
methodologies. 
According to the study, it is important to know the different methodological options and 
choose one based on the nature, size, objectives, scope and environment of the company. It 
is also increasingly common to carry out hybrid management, where the best practices of 
each methodology are combined. 
Al-Abbadi et al. (2020) explored the effect of knowledge management processes (knowledge 
acquisition, dissemination, storage, sharing, and application) on innovation performance. 
Based on a review of literature on knowledge management, knowledge hoarding and 
innovation performance, dimensions were proposed to measure it. It was hypothesized that 
different knowledge management processes exert a positive influence on innovation 
performance, and that knowledge hoarding has a moderating effect on knowledge 
management processes and innovation performance. It was concluded that each knowledge 
management process exerts a significant positive effect on innovation performance, and 
employees should be encouraged to share knowledge to achieve good results for the 
company. 
 
3. METHODOLOGY 

The methodology proposed in this study is based on existing methodologies, previous studies 
and approaches that relate to the main topics considered. Figure 1 presents the proposed 
methodology, and each of the five phases that make up the proposed methodology is 
described below: 
In the first phase, i.e., analysis of the current process, we seek to know the current situation 
of the area of interest with respect to the process with which internal projects are carried out, 
identifying areas involved, as well as knowing the situation of the department with respect 
to the management of the knowledge within their activities. Once the information has been 
collected, areas of opportunity will be detected. 
In the second phase, i.e., analysis of existing standards and methodologies, it is necessary to 
know the existing methodologies for correct project management, seeking to adapt them as 
much as possible to the needs of the area of interest through defined comparison criteria, 
serving as a basis to find an appropriate solution to the problem raised. 
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Figure 1: Proposed Methodology 

 
In the third phase, i.e., design of a solution, a solution is designed based on the analysis and 
comparisons made, highlighting the main aspects of each methodology considered, as well 
as selecting the technological tool that best adapts to the needs raised and the solution 
designed, defining the metrics with which the results will be evaluated at the end of the 
implementation. 
In the fourth phase, i.e., implementation of the solution, the implementation of the proposed 
solution is carried out to solve the problem detected, including the implementation of the 
selected technological tool and the necessary training, so that information is also collected 
for subsequent analysis. 
In the fifth phase, i.e., analysis and verification of results, the aim is to obtain the analysis of 
the information obtained from the implementation of the proposed solution in the area of 
interest, based on the defined evaluation criteria, comparing and verifying compliance with 
the established hypothesis. 
 
4. IMPLEMENTATION OF THE METHODOLOGY 

A description of the implementation, detailing the phases and activities carried out in the 
company, is given below. 
 
Phase 1: Analysis of Current Process 

An analysis of the existing process followed by the organization was carried out, where it 
was found: 

• The innovation department carries out the necessary analysis of the needs that arise 
in the organization and from there, implements projects that lead to obtaining the 
necessary solution to what was analyzed. 

• The department is made up of innovation coordinator and process analysts for the 
implementation of organizational improvement projects, which can be divided into 
small project (less than 3 weeks), medium project (less than 3 months) and large 
project (greater than 3 months). 
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• The implemented projects may vary depending on the objective, but they can be 
divided into flow or process projects, supervision or management, and projects 
related to obtaining and presenting data. 

• All departments of the organization can be possible internal clients in the 
implementation of requested projects, specifying that only directors and managers 
can make these requests. 

 
For the initial diagnosis of knowledge management in the innovation department, a survey 
was carried out in which the activities of identification, acquisition, creation, storage, transfer 
and dissemination, application and measurement of knowledge were assessed. The members 
of the innovation department were the respondents to the questionnaire (Appendix), 
administered using Google Forms. The questionnaire used a 5-point Likert scale for 
responses, where 1 means that the indicated activity is not carried out and 5 means that the 
indicated activity is always carried out. The data obtained was processed in Microsoft Excel, 
and a graph (Figure 2), showing the average responses per knowledge management activity, 
was generated. 
 

 
Figure 2: Average Results of Response to the Knowledge Management Diagnostic Questionnaire 

 
The result obtained indicates that in the innovation department the main strengths regarding 
knowledge management are creation of knowledge and transfer and dissemination of 
knowledge. On the other hand, knowledge measurement is its main improvement 
opportunity, followed by knowledge storage. 
Based on the responses to the questionnaire, it was also found that: 

• The role played by the members of the department when implementing projects is to 
carry out an analysis of the direction or management of the projects that are developed 
together with other departments. 

• Each member listed different steps that they carried out in the development of 
projects, though similar steps could also be identified such as initial session, need 
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analysis, design of the proposed solution, validation, implementation, monitoring and 
closure. 

• 66.7% of those surveyed indicated that it is not easy to follow the steps to develop 
the projects, since they do not have a complete understanding of the steps involved. 

• 100% agreed that the steps might vary depending on the project they were 
implementing. They also agreed that they had at least one project in which dates 
and/or commitments established at the beginning had not been met due to changes in 
priorities, and changes in the scope of the projects. 

• They also highlighted the need for a comprehensive and standard methodology for 
projects to be taken up in the future. 

 
Phase 2: Analysis of Existing Standards and Methodologies 

Existing project management methodologies were searched and analyzed using the following 
criteria: 

• Proposed project management methodology; 
• Application in issues related to innovation; 
• Application in technology companies; 
• Recognition of importance of knowledge and its management during the project; 
• Reliance on technological tools; and 
• Previous cases with demonstrated benefits. 

The methodologies selected for comparison are PRINCE2, PMBOK, SCRUM, KANBAN 
and Lean Project Management. 
The criteria used for comparison are: 

• Main application sector, 
• Size of projects supported, 
• Type of methodology (agile/traditional), 
• Possibility of adaptation to different situations or types of projects, 
• Differentiating element, and 
• KM application/importance of knowledge. 

Table 1 presents the comparison between the selected methodologies. 
 

Methodology Application 
areas 

Size of projects 
supported 

Type of 
methodology 

(agile/ 
traditional) 

Adaptability  Differentiator 
element 

KM application/ 
importance of 

knowledge 

PRINCE2 All Over 2 months Traditional Different types 
of projects 

7 principles to carry 
out the project Yes 

PMBOK All Over 2 months Traditional Different types 
of projects 

Good practices to 
seek better control 

and monitoring 
Yes 

SCRUM 
Mainly 

software/IT 
sector 

0 to 6 months Agile 
Changes, 

Different types 
of projects 

Use of "Sprints" Yes 
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KANBAN All 0 to 6 months Agile 
Changes, 

Different types 
of projects 

Use of kanban cards, 
Lean principles Yes 

Lean Project 
Management 

Mainly 
manufacturing 

sector 
Over 2 months Agile Different types 

of projects 

Lean principles: 
maximum value with 

minimum waste 
Yes 

Table 1: Methodology Comparison Matrix. Adapted from Montes-Guerra et al. (2013) and Riano and Moreno 
(2021) 

 
Phase 3: Designing a Solution 

Aspects considered beneficial from each of the compared methodologies are highlighted in 
Table 2. 
 

Methodology Aspects Jus1fica1on Author Ac1vi1es 
PRINCE2 Use of business 

jus3fica3on 
principles, 
learning from 
experience. 

Con3nued business jus3fica3on. It ensures that 
there is a jus3fiable reason for star3ng the 
project and that it lasts throughout its life. 

Guillart 
(2019) 
García 

Rodríguez 
(2015) 

Understand the 
needs and 
jus3fica3on. 

Learn from experience. Previous experiences 
are collected, those obtained during the 
project and the lessons learned at its closure. 

Document the 
needed informa3on 
to share knowledge. 

PMBOK Iden3fica3on of 
those involved, 
define objec3ve 
and scope of the 
project. 

Included are those processes required to 
establish the scope of the project, establish the 
objec3ves and the way to proceed to achieve 
the established objec3ves. 

Baelo (2018) Start: understand the 
problem, define 
objec3ve, scope, 
par3cipants. 

Processes required to iden3fy the people 
affected by the project, analyzing the 
expecta3ons of the stakeholders. 

García 
Rodríguez 

(2015) 

SCRUM Use of backlog, 
team self-
organiza3on, 
collabora3on with 
stakeholders or 
clients, 
adaptability. 

Backlog: List of work items iden3fied by the 
team to be completed. 

Diem (2021) Obtain feedback 
from the client and 
adapt if necessary, 
priori3za3on of 
ac3vi3es in the 
backlog. 

Requirements for project goals may change 
over the course of the project as new 
challenges arise. 
Con3nuously consult with the client on 
progress, obtain feedback and adjust if 
necessary. 

Solis et al. 
(2023) 

Improvement in performance based on the 
transfer of informa3on and opera3onal 
experience. 
The adop3on of techniques to generate new 
knowledge and self-management of 
customized teams is encouraged. 

KANBAN Visual task 
management, 
task status, 
indicate what is 
being worked on. 

The Kanban board is a key tool to map and 
visualize a workflow. Each board is divided into 
sec3ons that can be: to do, in progress or 
ready. 

Diem (2021)  Development: use of 
cards and progress of 
tasks (backlog, 
analysis, 
development, 
tes3ng, 

Through the kanban board and the movement 
of the cards, it is possible to see the process 
flow. 

García 
Rodríguez 

(2015) 
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The cards usually have various informa3on: 
descrip3on, es3mate, etc. Each task status 
changes as it progresses. 

implementa3on, 
completed). 

It focuses on communica3on, collabora3on and 
integra3on between those involved. 

Gaborov et 
al. (2021) 

Lean Project 
Management 

Reduc3on of 
waste such as 
3me spent in 
mee3ngs, 
carrying out only 
the necessary 
documenta3on. 

Focus on ac3vi3es that add value and avoid 
unnecessary ones. 

Diem (2021) Priori3ze pending 
tasks or projects to 
start. 

Some3mes par3cipants may be spending more 
3me in mee3ngs than doing another ac3vity 
that provides greater value to the client. 

Baelo (2018)  

The documenta3on process requires effort that 
must be measured, not inves3ng more 3me 
than necessary and ensuring that the 
necessary informa3on is available. 

Carry out only the 
necessary 
documenta3on. 

Table 2: Aspects to Consider of the Selected Methodologies 
 
Next, the activities in which the identified beneficial aspects are to be incorporated are 
determined (Table 3). Figure 3 presents the proposed methodology. 
 

Stage Ac)vity Documenta)on 
Backlog RecepQon of project request   

Request review 

Project prioriQzaQon 

Analysis Understand needs, objecQve, scope and jusQficaQon of the 
project 

IniQal analysis and generaliQes of 
the project 

Determine project parQcipants 

Development Review with the technical team SoluQon proposal, esQmaQon 

Work plan, task prioriQzaQon Workplan 

Project approval Approval by General 
Management 

Monitoring the development of the soluQon SoluQon documentaQon 

TesQng Internal tesQng Test matrix 

Pilot tesQng Test plan and results 

ImplementaQon SoluQon implementaQon Results report 

Monitoring results 

Closure Delivery of soluQon to sponsor/client   

Table 3: Activities of the Proposed Methodology for the Innovation Department 
 
Finally, in this phase, the five project management tools that were previously defined and 
investigated were compared in a matrix (Table 4) to determine their main characteristics. In 
the comparison, criteria or desirable characteristics in the tool were taken into account to 
support the proposed solution for the innovation department, and it was indicated with a tick 
mark if the tool meets the characteristic, and with a cross mark if it does not have it. 
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Figure 3: Proposed Methodology 

 

 
Table 4: Project Management Tools Comparison Matrix 

 
Based on the results obtained in the tool comparison matrix, the “Jira Software” tool can be 
considered the best option, since it has all the characteristics listed and its use is more feasible 
because the company already has a license for its use in different areas. 
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Phase 4: Implementation of the Solution 

Based on the comparison of tools, it is recommended to use Jira Software, one of its 
advantages being that the company already has a license for its use. To personalize the tool, 
seeking to make it easier to use for the members of the innovation department, the necessary 
changes are listed below: 

• Project status: The defined states are: backlog, analysis, solution proposal, 
development, testing, implementation, and closed. 

• Recording of time and estimates: Start date, end date, estimated time, real time. 
• Notifications: Change of status in the project, comments from participants, 

modification of dates and times, task with expired closing date and task with more 
than three weeks without update. 

Once the methodology to be applied was defined, the tool to be used as support was selected 
and the configuration of the personalization of the technological tool was carried out; a 
complementary training session was carried out via Microsoft Teams. The session briefly 
covered the objectives, the methodology arrived at based on the comparison of existing 
methodologies, the beneficial aspects selected to be incorporated, and so on. Then the project 
in which the solution was to be applied was indicated; it was a pilot test to receive feedback 
on what was implemented from project participants. 
Communication with the internal client of the project was carried out through sessions via 
Teams; conversations were done through Teams for quick consultations; and email (Outlook) 
was used to send minutes and necessary validations for the continuation of the project. With 
the technical team, communication was carried out mainly through chat and sessions via 
Teams because it was considered more agile, and through Jira platform for project 
administration. The project participants were in different cities of the country, and hence 
technology was used for communication and collaboration. 
To improve opportunities in knowledge management within the innovation department, the 
following tools were implemented: 

• Wiki: In the department’s internal Teams channel, general information about the 
department, members, internal process, useful links and project contacts was added. 
It allows the department to have useful information, which can be readily accessed 
by new members. 

• Skills profile: In the department’s internal Teams channel, a section was added with 
a matrix for including general data of the department members and their main domain 
topics. The data would allow any member of the team to validate if another colleague 
has greater experience in a topic; was present when a project of interest was 
implemented; and who to approach depending on the need. 

• Documentation labeling: The labeling of documentation of the projects carried out in 
the Confluence tool was implemented, which allows for better organization and 
facilitates the search for existing documentation. 

The feedback on the pilot project was entered and compiled in the same Jira tool, for 
subsequent analysis. The project began with the analysis of the needs, estimate of the 
technical team, and review by General Management. After clarifications, if any, adjustments 
were made to the needs, on which the work began, to deliver a solution in 13 days, thus 
meeting the defined scope and the estimated time of 14 days for the project. 
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Feedback on the diagnosis of knowledge management in the department was collected using 
Google Forms from the members of the department. A 5-point Likert scale was used for 
responses, where 1 means that the indicated activity is not carried out and 5 indicates that the 
indicated activity is always carried out. The information was exported to Excel to facilitate 
its analysis and interpretation, obtaining the graph given in Figure 4. 
 

 
Figure 4: Average Results of the Final Knowledge Management Diagnostic Questionnaire 

 
The results show that the main opportunities for improvement are: measurement of 
knowledge, followed by storage of knowledge. The processes that are perceived to be the 
main strengths of the department are: application of knowledge, followed by transfer and 
dissemination of knowledge. 
 
Phase 5: Results Analysis and Verification 

Based on the information collected after having implemented the solution proposal in a 
project of the innovation department, the previously defined evaluation metrics were 
considered to summarize the main points of the project implementation. The results obtained 
(Table 5) are that the objective defined with the client from the initial need analysis was met; 
the time estimate was met; no commitment date movements were made; a movement was 
made in the initially defined scope; and the defined scope was achieved. The implementation 
of the defined solution helped to stay focused on the scope defined and conclude the project. 
With the results obtained from the second diagnosis of the knowledge management processes 
in the innovation department, a comparison was made (Table 6) of the average results per 
knowledge management process, which allowed obtaining the variations in values with 
respect to the average results of the survey carried out at the beginning of the implementation. 
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Metric Result 
Compliance with project objec2ve Yes 
Time es2ma2on compliance Yes 
Compliance with commitment dates Yes 
Movements of commitment dates 0 
Project scope compliance Yes 
Project scope changes 1 

Table 5: Project Evaluation Metrics Results 
 

Sec-on/ Knowledge management process Average response of the area 
Varia-on Ini-al Final 

Knowledge Iden2fica2on 3.9 4.7 19% 
Knowledge Acquisi2on 3.3 4.3 33% 
Transfer and dissemina2on of knowledge 4.1 4.9 20% 
Knowledge storage 3.2 4.0 26% 
Knowledge applica2on 4.0 4.9 23% 
Knowledge crea2on 4.1 4.8 16% 
Knowledge measurement 2.8 3.5 27% 

Table 6: Comparison of Knowledge Management Results 
 
It can be seen that there was a positive change between the initial and final results, indicating 
a better perception of the knowledge management processes and tools used by the innovation 
department members. It can also be seen that the measurement of knowledge shows 
improvement, but it continues to be the main opportunity for improvement, besides storage 
of knowledge, underscoring the need for constantly improving and updating the tools so that 
they can be used in the best way possible in the department. 
 
5. DISCUSSION 

The findings of the present study align with those of Muñoz et al. (2019) who proposed the 
use of hybrid methodologies according to the needs of the company; and of Cabrera-Arias et 
al. (2020) who proposed a methodology based on an analysis of different management 
methodologies of projects considering the company’s needs and priorities. Factors that can 
help determine whether a project will be successful or not were visualized, coinciding with 
Crispieri (2019) on factors such as management support, controlling the scope of the project, 
ensuring that there are no changes, compliance with the objective, and defining the value. 
The findings are also in agreement with those of Al-Abbadi et al. (2020) who indicate that 
knowledge management processes and encouraging employees to share knowledge have a 
positive effect on innovation performance. It is highlighted that one of the main knowledge 
management processes for successful development of projects is exchange and transfer of 
knowledge, as concluded by Novais et al. (2023) in their study. 
Regarding the application of technological tools, the study is in agreement with Muñoz et al. 
(2019) who recommended the correct choice and use of tools that support organizations in 
their processes. The evaluation and comparison of different tools was also suggested by 
Majstorovic and Majstorovic (2020). 
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6. CONCLUSION 

The study proposed and implemented a methodology, using existing knowledge management 
techniques and tools, for improved customer satisfaction in a technological services company 
in Mexico. The methodology involved five phases. The results obtained after the 
implementation of the proposed methodology in a selected department of the company 
showed improvement in the knowledge management activities of the department and better 
performance. However, due to the rapid advancement in technology, it is necessary to 
constantly update the functionalities of the existing tools in the organization and, if necessary, 
reevaluate the tools. 
As for future scope, the proposed methodology could be implemented in other departments 
of the organization, so that they too align with the general objectives of the company. The 
methodology can also be implemented in other organizations in services sector, and also 
customized to the specific needs of each organization. 
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APPENDIX 
 

Questionnaire 
Instruc-ons: A 5-point Likert scale, ranging from 1 to 5, has been used. 1 indicates that the ac2vity 
is NOT carried out; 2 that the ac2vity happens RARELY; 3 that the ac2vity is carried out FREQUENTLY; 
4 that the ac2vity is done VERY FREQUENTLY; and 5 that the ac2vity is ALWAYS carried out. 

SECTION Answer 

1. knowledge Identification   

1.1 
Know how and where to find people who have knowledge and/or experience 
of interest.   

1.2 
Know how and where to find the documents or sites that contain important 
knowledge.   

1.3 
Know a website where answers can be found to questions that arise when 
carrying out organizational activities.   

1.4 Know where to locate the required knowledge.   

2. Knowledge Acquisition   

2.1 Knowledge acquired is generally from co-workers.   

2.2 
Knowledge is acquired from internal sources (manuals, previous 
documentation, meetings).   

2.3 
Knowledge is acquired from external sources of the company (Internet, 
tutorials, courses).   

2.4 Knowledge is acquired and learned.   

3. Knowledge Creation   

3.1 In the department we seek to learn and find new ways of working.   

3.2 The development of innovations or new ways of doing things is encouraged.   

3.3 
Teamwork and collaboration between employees is facilitated as a means to 
innovate.   

3.4 New knowledge is created.   
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4. Knowledge storage   

4.1 The knowledge acquired is documented electronically.   

4.2 Knowledge is documented manually (paper notes, notes).   

4.3 The importance of storing knowledge is recognized in the department.   

4.4 Knowledge is periodically updated.   

5. Transfer and Dissemination of Knowledge   

5.1 Knowledge is shared through conversations with co-workers.   

5.2 Knowledge is shared through electronic and/or printed means.   

5.3 There is motivation in the department to share knowledge with colleagues.   

5.4 Knowledge is shared.   

6. Knowledge Application   

6.1 Knowledge acquired from previous experiences is applied and used.   

6.2 Knowledge learned from co-workers is applied and used.   

6.3 Knowledge learned from existing documents is applied and used.   

6.4 The knowledge acquired is applied and used.   

7. Knowledge Measurement   

7.1 The knowledge or experience that people have is measured.   

7.2 Knowledge stored on paper and/or electronically is measured.   

7.3 The usefulness of the captured knowledge is known.   

7.4 Existing knowledge is measured.   

Source: adapted from Perez-Soltero et al. (2013) 

 


