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ABSTRACT

Companies need to improve their knowledge envirarismand
bases, their ways of acquiring and creating newedge and
their learning abilities. They also need to makficieht use of
new technologies in relation to knowledge managerfied) in

order to survive and be competitive. Training fitatibd by
eLearning 2.0 (which is based on Web 2.0: Web-baséading)

is an important tool which enables KM to become a

revolutionary method of workforce empowerment equnig
users with the skills and knowledge needed to tiwenge into
advantage. In this paper we discuss how to organiek-based
training to support KM in small and medium-sizednpanies
(SMEs) which particularly need help. Some SMEs Hagesed
on KM using it as an innovation capability enablait many of
the practiced KM approaches have failed. Life Idegrning
(LLL) strategies were missing. We give as an examal
European elearning project coordinated by the autho
Strategies were developed to enable SMEs to tdkaduantage
of eLearning in their Web-based training. We inealvSMEs
and elLearning experts in a European community eftmre
(CoP) to share their learning and knowledge andeeelop a
collaboration of learning and KM resources.
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1. Introduction
In order to survive and be competitiveompanies’
objectives need to be: a deployment of their kndgée
environments/bases and the acquisition and creaifon
new knowledge and learning abilities.
There must also be an efficient use of new teclgieto
for managing internal and external knowledge flojds.

Knowledge management (KM) is “a conscious stratefgy
getting the right knowledge to the right peoplé¢hat right
time and helping people share and put informatiao i
action in ways that will improve organisational
performance” (O'Dell etal.,, 1998) [2]. KM involves
mix of initiatives referring to culture, organizai,
management, processes and applied technologyvétrys
complex and is dependent on actors, tools and .tasks
Much of the knowledge is tacit or hard to articalE3].

Wild et al. (2002) [4] show that eLearning is arpontant
tool that can support KM in being “a revolutionavgy to
empower a workforce with the skills and knowledge i
needs to turn change to an advantage”.

The most frequently used learning theories in tiaeetbp-
ment of educational environments are behaviourtog;
nitivism and constructivism. Each has subsets sogial
cognitivism, social constructivism. All these thiesrare
built on epistemological traditions and attempatidress
the meaning of what a person learns.

Siemens (2005) [5] proposes a further learning rfheo
connectivism, which integrates principles of chaos,
network, complexity and self-organisation and moves
learning theories into a digital age. Connectivisfao
addresses the challenges which many companiesirface
knowledge management activities. We consider cdinec
vism as an important approach for exploring ICT and
Web 2.0 in a learning context. Training by using
eLearning 2.@which is based on Web 2.0 [8)Veb-based
training) focuses on community and social interawi
and has the potential to support knowledge sharing,
creation and transfer of individual and organisaio
knowledge. It does this through interactive methofdsn-



line delivery of information, collaborative proceds
(eCollaboration), targeted training and througHemding

of elLearning with other education methods [7]. The
traditional eLearning “teach and learn” model camt n
ensure the transfer of valuable tacit knowledge [8]

In this paper we discuss how to organize Web-based
training to support KM in small and medium-sized
companies (SME) which particularly need help. Mafiy
them are not ready for significant internationalial and
economic change. [9, 10, 11, 12]. Some SMEs have
focused on KM and used it as an enabler for innomat
capability, but many of the practiced KM approaches
failed. Life long learning (LLL) strategies are Isiisg
[11], [13]. The priority of SMES is survival, leadj to an
implementation of just-in-time activities. The bétseof

KM in SMEs to business have to be crystal clear and
measurable. To be effective and acceptable to, staff
knowledge management environments and training
approaches must have a direct relation to compietenc
and activities of the staff on the job [14].

2. Web-based Training
In comparison to conventional training, the time atace
flexibility of elLearning methods offers SMEs many
advantages in relation to suitable learning methfmds
their staff.
Properly developed elLearning creates a growing
repository of knowledge able to provide employeéth w
exactly what they need at a determined time aralway
that offers more efficiency through individualizati
The concept of Web 2.0 facilitates a new level of
interaction making it easier to collaborate andstare
information. Web-based training is based on tobist t
combine easy creation of content with Web delivang
collaboration. It simplifies the tasks involved working
and learning in groups and is therefore ideal fMES
which support natural and informal learning (featur
enjoyed by SME staff). In communities, individuals
receive help from peer-networks thereby reducing
unnecessary searching activities and consequesning
time. Best practice and the experience of other
practitioners in the community can help individukdarn
how to solve problems.
Studies [9] and the EU ARIEL project (Analysing and
Reporting on the Implementation of Electronic Leagn
in Europe www.ariel-eu.net/), [11, 14], show thaelV
based training in SMEs often faces a series oflpra$.
Factors which may cause these problems include
knowledge gaps and training offered to staff which
requires them to attain the necessary competentite
shortest time. Instead of the competencies being
systematically identified, they are drawn predomtha

from practical experience. Also, many SMEs do rebten

the necessary infrastructure for enabling knowle(ddgd

and life long learning.

The aspects we present below have been considered
within the European project SIMPEL [16] by building
Web-based training strategies for SMEs.

The first step to be considered before implemeoratif
Web-based training is an assessment of Web-based
training readiness. In our model a list of questidor its
evaluation is provided in a reference catalogueciwhi
takes into consideration the criteria Organizatrategy/
Management, Technology/Services, StafffHuman Resour
ces (Figure 1). Experience shows that a suitaldesas
ment of readiness for Web-based training in SMEs
(having limited resources) can be realized in tivenfof a
simple questionnaire survey for managers and iddadi
employees. After data collection, the results sthoog
evaluated by a company consultant and completed/
detailed in direct discussion with the company fsteifd
management. The next step is the building of anitrgi
strategy to support KM.

gurel: Criteriafor Web-based training readiness
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3. Questionsfor the questionnaire

Or gani sati on/Strategy/ Management

* Which are the strategic objectives and reasons for
implementing/using Web-based training? Are KM and
innovations included?




 Is there adequate understanding that learninggpasti
KM means much more than implementing an ICT tool
or solution?

e Is there a well-structured knowledge base of the
enterprise that can be used by the staff whenéwesr t
would like to use it?

« Does the company have a vision of how KM can
support company business?

« Is the knowledge to be transferred and used between
different units available in understandable forrats

« Are financial resources available to the company
management to support Web-based training?

« Are staff Web-based trained?

 Is the learning culture of the organisation sugperof
sharing knowledge?

* Are interactions between staff favourable towards
knowledge sharing?

Technology/Services

e Are the ICT equipment and workplace connections
Internet compatible?

e When new ICT acquisitions are discussed, is the
availability of technology suitable for knowledge
sharing a main point?

e Does the existing ICT equipment support effective
communication across boundaries or time zones?

« Are ICT and Web used for learning and communi-
cation by staff?

e Do virtual learning communities exist in the orgami
tion?

* Is the content to be learned suitable for Web-based
training to support KM?

« Is there a strategy to protect key information and
shared knowledge in the enterprise and/or is tlaere
complete ICT security procedure for information?

Saff/HR

» Does the staff understand the term KM and how & us
existing knowledge for business and work?

« What are the ICT skills of the target groups forbBAe
based training?

« Is the staff motivated and ready to learn?

* Are trainers and tutors educated for Web-based
training?

¢ Which are the most used vocational training forms i
the company?

« Do training strategies based on elLearning exigh@
company?

A knowledge audit [17] which identifies gaps betwee
existing knowledge and knowledge requirements shoul
be undertaken. The audit results, including knogted

flows, should be analyzed by examining how knowedg
moves around the company, which ICT supports thedl
and how knowledge should be transferred by Webebase
training

One of the first steps after determination of kremige
gaps, is to determine the nature of the gaps asut rof
training deficiency or inefficient ICT tools for KMOnce
the nature of the gap has been understood, an aptim
approach to addressing the gap should be develioped
by using new interactive Web-based tools and ressur
such as knowledge repositories or by providing taaiul
opportunities for Web-based training.

Figure 2: Web-based training value chain suppotihg
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Formal methods to capture knowledge within the com-
pany and to transfer it during learning procesbesilsl be
defined. It is known that much knowledge in organis
tions is likely to be informal, ad-hoc and undocuteel.
This type of knowledge is often distributed infotipaia
staff interactions. Design of the appropriate Wekdu
training content should be guided by the SME'’s
knowledge requirements and innovation plans. Cdnten
can involve knowledge required by staff to perfaamks
and to help in improving customer services. Knogked
required by staff related to new markets and custem
and suppliers can also be included in training.

It is important that SME staff skills and knowledgee
kept up-to-date. Training seminars with this objext
should use a combination of conventional method$ an
eLearning to address knowledge needs in the most
suitable way, i.e. declarative knowledge by usingbw
sites or other references. Classrooms should b osee

for exploring issues interactively, for simulatioasd for
role-play.

A wide range of media should be used to develop in-
teractions with learning environments and to comimun
cate messages.

Mentors need to be well-prepared and equippeddio tr
small groups of individuals on specific topics tethto
their tasks. Such training sessions can be accehgaliin



the workplace by synchronous cooperative learning
sessions in small groups using Inter/Intranet comioas
tion. This type of training is also suitable forokmedge
transfer within the company.

4. Example
We applied the above ideas within the activitieshef EU
project SIMPEL [16] and developed strategies tobéna
SMEs to take full advantage of the elLearning inirthe
Web-based training.
The strategies developed within SIMPEL based on the
fact that a suitable learning concept for SMEs &hde
based on delivery of content interactively in snmadices
over time. Delivery should be part of a larger psx
which corresponds to staff needs and facilitategefa
learning within a work context [18] and implies a
personalisation of learning thereby making it ubeifud
attractive to learners. This form of personaligatic
lacking in existing learning Management Systems §)M
and Virtual Learning Environments (VLE). There is a
need for them to fuse with Web 2.0 to form Personal
Learning Environments (PLE) and to shift from
institutionalized vocational learning to a more gueral
engagement with learners. Approaches which proraote
support of knowledge development and creativitptigh
the engagement of individuals within social netvgork
should be used to help individuals develop theit fu
potential.
We involved SMEs and elLearning experts in a Europea
community of practice CoP [19], [20] to share |aéagn
and knowledge and to develop learning resources
together. An “innovative and optimal vocationalitiag
model” for SMEs based on eLearning 2.0 was develope
Best practice models for the capture and sharing of
knowledge and for eLearning utilisation were cdibec
and guidelines written.
Within this European CoP, a continuous knowledge
transfer was realized particularly between threenbers,
i.e., two universities and one research centrefalvhich
had accumulated much KM practical experience oker t
years and also with SMEs which had participatedhan
CoP as either permanent or temporary members. The
knowledge transfer was also realized through oa-lin
forums and cooperative, interactive Web-based itrgin
sequences including Web conferences [18] and Virtua
sessions on the Moodle [21] platform which supptrts
CoP.
Wikis have been deployed on varying required subjec
and used for working on common resources such as
guidelines in order to share ideas and improve nees\b
collective communication skills. Using wikis in shivay

provided an opportunity for community members to
reflect and comment on their own work and thattokes.

This CoP attracted sectors engaged in supportinci
design and development as well as in consulting and
policy formulation related to eLearning in SMEs time
European Union. However, the participation of SNs
less. We evaluated the CoP activities and products
internally and externally and established that m&8MESs

did not possess adequate ICT skills to participatthe
CoP virtual activities and that the advantages @P<and
Web-based Training are not well understood by marsag
To train SMEs in maximizing their use of Web 2.0 fo
sharing and acquiring knowledge and for improving
interactions with their customers, it is intendedhhance
the activities of this CoP with attractive eLeaxpinased
tutorials including Web usability guidelines for &l

5. Conclusion
We consider that Web-based training can improve not
only SME staff competencies but also the KM proeess
within and across companies.
Social networks such as My Space and Facebook have
grown to global phenomena and are widely used for
business activities, as are Blogs and Wikis. Howethe
benefits of Web 2.0 for SMEs are not as well-known.
Blogs are very popular and some are very influéntia
setting up a company blog, whilst useful in keeping
clients and staff up-to-date, may not achieve ttpeeted
level of “authority”.
Social networks like virtual CoPs, are useful feeging
experts and clients in touch and for informal Ié&agn but
work/business-oriented content and suitable legrpiat-
forms are needed for more formal activities. Irésog-
nised however, that technology can never becomaban
solute substitute for face-to-face activity witl8MEs.
Wikis form an important Web presence for many com-
panies but need to be regularly checked and upgidate
order to be useful information sources for staffstomers
and the media. Podcasts, Facebook, Widgests, Wiigipe
entry, RSS etc., can all be useful depending onctire
business and needs of the company.
SMEs need to survive and to integrate into European
national markets and therefore need to developghehi
interest in the KM subjects. But many aspects aanpti-
cate the KM process. A large number of companies,
particularly those from new member countries arglrth
employees, tend to be hostile to knowledge manageme
and in particular to knowledge sharing and mutuastt
Missing most are motivation issues such as sharing
mechanisms and user-friendly methods and tooladiti-f
tate knowledge transfer.



An important aspect of our future work is to hellglE=s [9]
develop an open and adaptable attitude to Web-based
tools and methods. This can be achieved by imnitgati
corresponding and cooperative projects.

In this context and with partners from universitissd
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