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Abstract—The aim of this exploratory research is to understand 

further how organisations can evaluate their activities, which 
generate knowledge creation, to meet changing stakeholder 
expectations. A Scale of Knowledge (SoK) Framework is proposed 
which links knowledge management and organisational activities to 
changing stakeholder expectations. The framework was informed by 
the knowledge management literature, as well as empirical work 
conducted via a single case study of a multi-site hospital organisation 
in Saudi Arabia. Eight in-depth semi-structured interviews were 
conducted with managers from across the organisation regarding 
current and future stakeholder expectations, organisational 
strategy/activities and knowledge management. Data were analysed 
using thematic analysis and a hierarchical value map technique to 
identify activities that can produce further knowledge and 
consequently impact on how stakeholder expectations are met. 

The SoK Framework developed may be useful to practitioners as 
an analytical aid to determine if current organisational activities 
produce organisational knowledge which helps them meet 
(increasingly higher levels of) stakeholder expectations. The 
limitations of the research and avenues for future development of the 
proposed framework are discussed. 

 
Keywords—Knowledge creation, knowledge management, 

organisational knowledge, scale of knowledge, knowledge impact.  

I. INTRODUCTION 

T can be argued that organisational success is a measure of 
the extent to which the organisation meets the expectations 

of its stakeholders [1]. Such stakeholders can include any 
group or individual that is affected, or can affect the 
organisation. Stakeholder expectations may change over time, 
leading to a ‘gap’ between current organisational activities 
directed at meeting initial/current stakeholder expectations, 
and the activities required to meet future (perhaps different) 
expectations. Part of the role of knowledge management is to 
reduce this gap between activities and expectations through 
the efficient use of tacit and explicit knowledge, facilitated by 
Information Systems (IS). The aim is to enhance 
organisational activities over time to enable the organisation to 
meet what are typically higher levels of stakeholder 
expectations [2]. Business uncertainty and economic change 
require management to focus on the process of knowledge 
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creation and challenges managers to examine all business 
activities to make sure that these contribute to organisational 
knowledge creation [3]. Such knowledge creation can add 
value to products/services with implications for how 
stakeholder expectations are met [4]. Knowledge creation has 
become one of the most important assets in organisations. 
Knowledge creation is a tacit process that can create an 
advantage in competitive markets [5]. Various organisations 
have recognised this and have encouraged knowledge 
management in their organisational systems, using practical 
wisdom sourced from knowledge during routine work to 
continue creating knowledge [6]. Knowledge is created across 
three stages. The first stage is data, which can be collected by 
organisations and is available in the form of statistics. Such 
data is transformed into information when it is organised and 
into a more meaningful format [5], [7]. When these meaning-
messages assist with solving problems and making decisions, 
they can be called ‘knowledge’ [8]. Knowledge is divided into 
three different kinds: human knowledge, social knowledge and 
structured knowledge. Human knowledge is built inside the 
individual and refers to the skills of knowing ‘how’, and the 
expertise of understanding ‘why’. Social knowledge is 
obtained by working together in a team or in a group. 
Structured knowledge is knowledge ingrained in 
organisational routines and systems [4].  

The complexity of managing individuals in organisations 
along with changes in customer behaviours, changes in 
competition, world economy fluctuations and emerging 
international trade agreements make knowledge management 
a complicated proposition to manage in terms of 
organisational knowledge, created knowledge, and the 
integration of knowledge into organisation processes [9]. All 
of these issues increase the chances of losing tacit knowledge 
due to the nature of this type of knowledge such as in 
termination or transfer of employees [5]. The loss of such 
important knowledge may make it difficult for organisations 
to add more value to their product/service to meet stakeholder 
expectations. Stakeholders are any individuals or groups of 
people that can affect or can be affected by an organisation’s 
actions [10]. Thus, organisations should be ready for change, 
at both strategic and operational levels in relation to both 
stakeholder expectations, and organisational knowledge 
creation [1]. The purpose of this paper is to generate a ‘Scale 
of Knowledge (SoK) Framework’, which can help managers 
identify the extent to which their organisation meets its 
stakeholders’ expectations, and the scope of its activities that 
create knowledge. The framework is developed through a 
review of the literature and the findings of empirical work 

Mohammed Almohammedali, Peter Duncan, David Edgar 

Knowledge and Organisational Success: Developing 
a Scale of Knowledge Framework 

I 

World Academy of Science, Engineering and Technology
International Journal of Social, Behavioral, Educational, Economic, Business and Industrial Engineering Vol:9, No:4, 2015 

1302International Scholarly and Scientific Research & Innovation 9(4) 2015 scholar.waset.org/1999.10/10001468

In
te

rn
at

io
na

l S
ci

en
ce

 I
nd

ex
, E

co
no

m
ic

s 
an

d 
M

an
ag

em
en

t E
ng

in
ee

ri
ng

 V
ol

:9
, N

o:
4,

 2
01

5 
w

as
et

.o
rg

/P
ub

lic
at

io
n/

10
00

14
68

http://waset.org/publication/Knowledge-and-Organisational-Success:-Developing-a-Scale-of-Knowledge-Framework/10001468
http://scholar.waset.org/1999.10/10001468


 

 

conducted at a private hospital in the healthcare sector in 
Saudi Arabia. 

II. BACKGROUND 

The processes of how knowledge can flow through 
individuals and how knowledge can be created in 
organisations has a major effect on creating competitive 
advantage [11]. It has been argued that organisations prefer to 
enhance the sharing and transferring of knowledge between 
individuals instead of transferring knowledge within markets. 
This may be because the more knowledge organisations have, 
the greater are their options to grow and expand into new 
markets [12]. Thus, knowledge management in organisations 
seeks to enable knowledge creation and the adoption and 
enhancement of knowledge shared by individuals to prevent 
knowledge being lost, and to enrich organisational knowledge 
[13].  

It has been argued that knowledge shapes information, and 
that information helps to inform managers as to what kind of 
data needs to be collected. Knowledge is located in 
organisational processes, and information is located in specific 
activities [8]. Organisations that fail to identify the 
information needed to enhance their explicit knowledge will 
inevitably collect valueless data. This will not only cost 
organisations financially, but will also create knowledge that 
is not useful in developing and reengineering organisational 
processes to satisfy stakeholder expectations.  

Understanding different types of knowledge is an important 
step to be able to evaluate organisational activities that may or 
may not generate knowledge to meet stakeholder expectations. 
It is also useful to determine what IS is needed. 

A. Tacit Knowledge 

Tacit knowledge can be understood as the collective skills 
of individuals embedded in the mind gain by the interact with 
others [11] and the harnessing of tacit knowledge can create 
an advantage. Polanyi was the first researcher to study tacit 
knowledge systematically. He stated that individuals appear to 
know more than they can explain [14]. Tacit knowledge leads 
to responses to external changes and may leads to develop a 
new process. This form of knowledge, however, is unlikely to 
transfer easily between individuals or through the formal 
structure of interactions [15]. Tacit knowledge is gained by 
individuals through interactions and socialisation with others 
who come from different cultures [11]. It is shaped differently 
according to various organisational situations [16]. Thus, it 
takes a long period of time to develop fully within an 
individual [17]. Because tacit knowledge ties in with 
individual skills, experience, behaviours and know-how, it has 
to progress through a long process to be captured by other 
individuals [13]. Also, combining tacit knowledge amongst 
individuals can tie into the tacit routines of organisations [18]. 
Tacit knowledge, individually or collectively cannot transfer 
completely without loss or change. For this reason, such a 
form of knowledge should be managed with caution. Hence, it 
is necessary to transfer this knowledge between individuals 
with as little change or misinterpretation as possible [19]. In 

addition, because tacit knowledge is sourced from an 
individual, everyone in an organisation should be involved in 
order to maximise the benefit of this knowledge [20]. The 
result of this involvement can improve organisations activities 
[21]. Tacit knowledge is hidden deep within the heart of 
individuals. Thus, it is hard to analyse it in the way a 
consultant might analyse organisations. This means tacit 
knowledge vanishes when employees leave [22].  

B. Explicit Knowledge 

Explicit knowledge is knowledge that is collected, shared, 
and transferred in organisations using a defined method [23]. 
This knowledge can be documented in a structured method. 
Organisations use systematic language in codified structures to 
use this knowledge in their social community and transform 
tacit knowledge into organisational processes. Thus, 
organisations use IS to enhance this knowledge by using 
computer software [24]. There are two kinds of explicit 
knowledge and these are individual-explicit knowledge, which 
refers to cognitive skills in individuals, reflected in their 
ability to assume problem solutions and their ability to predict 
changes [20], and collective-explicit knowledge, which is 
information coded and simplified in organisations. Such 
information is usually stored as organisational policy and is 
found in any place where the social community can access and 
interact with it [18], [25]. Tacit and explicit knowledge should 
be used at all organisation levels. This is required from 
organisations to provide a space in different organisational 
activities to encourage knowledge sharing among the social 
community [26].  

Organisations consist of a social community committed to 
transforming knowledge into valuable products and services 
by using the available resources within the limits of 
organisational rules. Organisations persist because they 
provide a source of knowledge to help their social community 
to make desired decisions within structured rules that are not 
provided to individuals. Thus, organisational knowledge is 
different from individual knowledge because it is the result of 
mixing both the tacit knowledge of individuals and the explicit 
knowledge of organisations [27]. By obtaining this kind of 
knowledge, organisations can respond to external changes. 
Organisational knowledge has two elements; information and 
know-how, which provide competitive systems through their 
characteristics. These are shared in the organisation and it is 
difficult for competing organisations to imitate such 
knowledge [12]. From this literature, we can conclude that 
organisations rely explicitly on their communities. Without 
providing such communities with enough explicit knowledge 
they can face fierce competition that is difficult to compete 
with. In addition, organisations will not be able to survive by 
providing explicit knowledge to the social community and by 
not allowing tacit knowledge to be shared between social 
communities. 

C. Information Systems  

Information is what individuals need to know to perform 
organisational activities. It should include facts and symbols in 
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order to be considered ‘useful’ information. Data is the 
fundamental element of information and it has no value when 
it is considered separate to other elements. For a hospital 
patient, their first name, last name, sex and age are examples 
of data. Some researchers argue that information is driven 
from data and knowledge is driven from information. If IS 
professionals fail in their plan to provide ‘useful’ information 
to the organisation, it can cost organisations financially with 
ramifications for stakeholder satisfaction [5]. 

Organisations use IS to enhance the use of explicit 
knowledge in social communities in their daily jobs and 
routines. They can also produce significant benefits by 
providing information that helps with knowledge creation 
between individuals. IS can help management in organisations 
with their activities [19] because it is designed to meet 
stakeholder expectations by linking the social community in 
organisations to their IS. Hence, organisations can perform 
based on the new knowledge they have gained [28]. When 
organisations are able to increase shared knowledge; this 
results in less room for individuals to share knowledge in their 
own society. The higher the value of explicit knowledge, the 
higher the value of the IS to organisations [19]. The opposite 
can be true when there is less knowledge shared, so that the 
more contextual information is needed in organisations, the 
less IS is valued in the organisation. On the other hand, 
organisations often possess lots of information, but with little 
value. Thus, information is only valued if it increases 
knowledge at an individual level. Organisations can fail to 
turn information into knowledge that can help to make 
decisions and solve problems. This is because IS can only 
enhance organisational knowledge. To do this IS needs to 
have the capability to collect data and analyse it to become 
information that can be used to make decisions and solve 
problems. IS can fail to turn information into knowledge when 
organisations fail to consider how to adopt it and fail to 
implement it within activities in an organised way [5]. In 
addition, organisations should consider two factors: their 
organisational culture and the necessity to continue updating 
their processes which might result in the reengineering of 
activities [28].  

D. Knowledge Management 

Markets are changing and becoming more competitive. At 
the same time, organisations are reengineering their processes 
locally and globally to produce and serve their customers more 
efficiently. Operational managers shift their operations 
towards more economic places that fit best into their strategy 
to meet stakeholder expectations and reduce risk [29]. 
Globalisation and international agreements such as NAFTA 
(North American Free Trade Agreement) have an impact on 
stakeholder expectations [30]. Thus, creating and maintaining 
a competitive advantage is becoming more difficult. 
Moreover, public and private services such as those in 
healthcare in Saudi Arabia are becoming more aggressive in 
pursuit of service quality. The use of IS in healthcare sectors 
across the world has become widespread since healthcare 
specialists can, for example, increasingly view patient health 

histories from all over the world, and can learn how the patient 
has been treated. Stakeholders across the sector can now view 
or observe results and share knowledge with others. Thus, 
healthcare leaders face new challenges to create organisational 
strategies and design work processes to perform activities that 
meet the changing expectations of stakeholders. Beyond the 
healthcare sector, this imperative to create knowledge and 
adapt processes in the face of changing stakeholder 
expectations also applies to other organisations/sectors more 
generally. 

E. Knowledge Gap between Activities and Stakeholder 
Expectations 

Many writers on strategic management have argued that 
senior managers need to evaluate and develop their strategies 
to make necessary changes to the strategies and processes of 
their organisation to meet stakeholder expectations [1], [31], 
[32]. However, creating an appropriate strategy is not the only 
factor that enables organisations to compete or satisfy 
stakeholder expectations. Strategy needs to be translated into 
logical methods of performing activities in all organisational 
parts and levels, in order to meet organisational goals and 
stakeholder expectations. This implies that senior managers 
need to develop and implement activities, redesign processes, 
change and allocate resources, invest in human capital and 
technology and enable the use of explicit and tacit knowledge 
[33]. However, stakeholder expectations change and evolve 
over time. Activities performed to meet initial (current) 
expectations may have to change and evolve to meet future 
(potentially new) stakeholder expectations. There may be a 
time ‘lag’ (gap) as organisations, having committed to 
activities based on initial expectations, have to reconfigure and 
adapt to these future/new expectations. One challenge for 
senior managers is how best to use organisational knowledge 
to reduce the lag/gap between initial/future stakeholder 
expectations and the organisational activities which will meet 
these expectations [34]. Fig. 1 illustrates the gap between 
current organisational activities and the new stakeholder 
expectations that was changed by the time of crafting and 
implementing the activities.  
 

 

Fig. 1 Gap in Organisations 
 
The role of ‘knowledge management’ (see Fig. 1) is to 

attempt to forecast future stakeholder expectations and 
determine the changes that are required in organisational 
activities in order to meet these new expectations. Such a 
process can reduce any disparity between current activities 
(meeting initial expectations) and the activities required to 
meet future expectations. 
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There are a number of frameworks which provide insights 
for managers on how organisational knowledge and its 
management might benefit their organisations. Such benefits 
can reduce any perceived gap between organisational activities 
and their stakeholders’ expectations [18], [35], [36]. However, 
to date, none of these frameworks have clarified the link 
between changing stakeholder expectations and the 
consequent potential need for knowledge management to 
facilitate change in an organisation’s activities. This paper will 
develop a SoK Framework which links organisational 
knowledge management to the extent to which organisational 
activities meet stakeholder expectations. 

III. METHODOLOGY 

This section explains and justifies the research methodology 
adopted in generating the SoK Framework. 

A. Abductive Research Approach 

The abductive research approach is useful for researching 
an event from the perspective of people who have experienced 
an event first hand in order to comprehend social reality as 
understood by those in the situation [37]. This fits well with an 
exploratory research plan focussed on the interactions between 
three interrelated constructs, which are ‘social’ in nature: 
knowledge management, organisational activity and 
stakeholder expectations. 

An abductive approach is concerned with, providing a 
description of everyday activities, knowledge and related 
issues (for this research that includes organisational activities 
relating to knowledge creation, sharing or use and related 
challenges). This approach to research provides a structure for 
data collection. The abductive strategy goes beyond a 
constructivist view of the social community by also 
considering the source of its explanatory accounts (such as 
sources of individual knowledge for this research).  

B. Single Case Study: Hospital Organisation in Saudi 
Arabia 

A single case study strategy was adopted for this research in 
the form of an exploratory study focusing on a contemporary 
phenomenon; the interaction between stakeholder expectations 
and organisational activities facilitated through knowledge 
management. The study is grounded in a real-life context 
where the boundaries as to the event itself and the context are 
not clear [38]. What qualified as a ‘case’ for this research was 
broad and open-ended due to the exploratory nature of the 
work. As such, a case could be any organisation where the 
interactions of stakeholder expectations, organisational 
activities and knowledge management could be investigated. 

The case chosen was a family owned/run private sector 
hospital organisation in Saudi Arabia. The organisation has 
three branch hospitals in different cities plus a Head Office, 
and so it is spread across four locations. For reasons of 
commercial confidentiality, specific details regarding the case 
are not provided in this paper. The hospital was chosen based 
on convenience/ease of access for research purposes.  

C. Data Collection 

This research followed a qualitative sampling method 
suitable for the subject and environment of the study [39]. 
Face-to-face in-depth semi-structured interviews took place 
with eight managers from across the organisation. 
Interviewees were selected by senior gatekeepers/managers 
providing access to the organisation. At the request of the 
researchers, the selection criteria were: 8-10 managers from 
across a wide range of different departments/branches of the 
organisation. The roles/departments of those interviewed are 
presented in Table I; Hospital C was not represented it was a 
new hospital that was just established. 

 
TABLE I 

PROFILE OF INTERVIEWEES 

Branch Interviewee Position/Role 

Head Office Chairman and Vice President 

Head Office Human Resources (HR) Manager 

Head Office Management of Information Systems (MIS) Manager 

Hospital A Hospital Administrator 

Hospital A Medical Record Manager 

Hospital A Outpatient Manager 

Hospital B Food Services Manager 

Hospital B Pharmacy Director 

 
Based on the stakeholder expectation/organisational activity 

‘gap’ identified in Fig. 1 (Section II), the purpose of the 
interviews was to identify participant perspectives on aspects 
such as stakeholders and their expectations; activities within 
their department; knowledge sharing activities/processes; and 
sources of knowledge (such as internal/external), how 
knowledge could be embedded/utilised within the hospital, 
and the related challenges in doing this. After the eighth 
interview, a state of data saturation was reached and additional 
interviews would not have contributed further to the study. 

The research also accessed information about the standards 
required by the Joint Commission International Accreditation 
(JCI) for hospitals; and official company newsletters. 

D. Data Analysis 

Interviews were recorded and thematic analysis conducted. 
The themes related to (inter alia), current/future stakeholder 
expectations, organisational strategy, organisational activities 
that generate knowledge, and the possible ways that activities 
that can meet future stakeholder expectations.  

A hierarchical value map technique [40] was used to 
identify the nature of knowledge (eg tacit/explicit) embodied 
in the organisation’s activities, the relative value of knowledge 
and the consequences and attributes of this knowledge. Key to 
this stage was to review the direction of knowledge sharing: 
for example uni-directional such as employees gaining tacit 
knowledge through learning from experience, or multi-
directional such as explicit new knowledge entering the 
organisation captured via its IS. 

E. Summary 

The key research design decisions are summarised in Fig. 2. 
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Fig. 2 Summary of Research Design 

IV. FINDINGS 

Interviewees identified three principle sources of 
knowledge within their organisation: knowledge from top 
management, knowledge from the JCI accreditation 
documents and lastly knowledge from Aramco invitations to 
seminars and conferences. The last two are forms of 
knowledge emanating from external sources. Aramco is a 
leading government-owned firm in Saudi Arabia and 
represents a key (potential/actual) client organisation. 

The organisation’s processes were based on the following 
international performance standards: the Central Board for 
Accreditation of Healthcare Institutions and the JCI 
Accreditation Standard for Hospitals. In looking in depth at 
those standards in the context of the literature, a key finding is 
that those standards only rely on management leadership as an 
element to generate knowledge for the organisation. Other 
standards do not require the company to capture individual 
knowledge, tacit knowledge, or the processes to be changed 
from the new knowledge created within the individuals 

Interviewees regarded employees as well qualified for their 
jobs and they viewed such employees as being in possession 
of a good level of knowledge from their previous experience. 
However, they were aware that the organisation’s processes 
did not capture employees’ knowledge or new knowledge 
gained through the organisation’s activities. This can mean 
that in order to meet stakeholder expectations, the organisation 
should consider changing some of its processes to benefit from 
individual knowledge; not only to update their activities but 
also to redesign those activities to meet future stakeholder 
expectations in a timely manner. 

The study found conflicts between stakeholder expectations 
and also found that the hospital attempted to balance those 
expectations but only prioritise two groups of stakeholders. 
These are top management, who are the shareholders, and the 
JCI. The analysis suggests that the organisation relies on 
complaints raised by its clients to enhance their operational 
processes. Other interviewees have stated that they are not 
required to feedback nor there is an activity to explicit their 
knowledge to the hospital. If the organisation relies on 
external rather than internal knowledge as to enhance 
processes, then it may be that current (internal) knowledge 
will not be useful in creating new processes that can meet 
stakeholder expectations. As it is complaints that are being 

relied upon clients’ feedback, this suggests that current 
processes may not meet client expectations. 

V. SCALE OF KNOWLEDGE FRAMEWORK 

Developed from insights from both the literature and 
findings of the empirical work, Fig. 3 presents the SoK 
Framework. The overall thrust of the Framework is the notion 
of a gap or lag between current activities/knowledge and 
changing stakeholder expectations. 

 

 

Fig. 3 The Scale of Knowledge (SoK) Framework 
 
On the right hand side of the SoK Framework are three 

arrows that indicate factors which managers should consider. 
Firstly, Stakeholders’ Expectations, which are expected to 
evolve (from the bottom of the diagram upwards) and 
typically become more onerous over Time (the third arrow; 
bottom of the diagram upwards). The second arrow represents 
the Push Down force(s). These forces ‘push’ or ‘bear down’ 
on an organisation, stopping it from benefiting from their 
knowledge. These issues differ from one organisation to 
another and may include cultures, government regulations and 
so on. These arrows suggest that there are issues managers 
must discover, analyse and overcome to enable the effective 
management of knowledge in the organisation.  

Impacted by factors indicated by the arrows, the central part 
of the SoK Framework identifies the well-known knowledge 
creation spiral between tacit and explicit knowledge [3], [17]. 
Knowledge, and its effective management are key influences 
on organisational activities and the extent to which these 
activities meet stakeholder expectations. In the contemporary 
organisational context, these activities and knowledge 
management are facilitated via the use of IS. Organisational 
knowledge/activities are influenced by stakeholder 
expectations, push down factors and time. 

The final part of the SoK Framework (on the left-hand side) 
is the Scale of Knowledge. This provides an indication of the 
extent to which the organisation has been effective in 
matching its current activities/knowledge management to 
stakeholder expectations. The scale has three phases. The term 

Research 
Process

Research Approach 
Abductive 

Research Strategy      
Single Case study 

Research Method 
Qualitative

Research Data Collection 
Semi structure interviews
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‘phase’ has been chosen rather than, for example, ‘level’ as 
the matching of activities/expectations is likely to be an 
ongoing process with an organisation transitioning from phase 
to phase, and back again over time. The three Phases are 
discussed below. 

A. Phase 1: Stakeholder Expectations Have Not Been Met 

In this phase there is clearly a negative gap between the 
organisation’s activities and expectations of their stakeholders 
since expectations are not being met. This suggests that 
knowledge management may not be effective in creating and 
sharing knowledge to enable the organisation to configure its 
activities appropriately. Efforts to enhance knowledge 
management and organisational activities may lead the 
organisation to move to Phase 2.  

B. Phase 2: Meeting Stakeholder Expectations 

In Phase 2, typically new organisational knowledge would 
result in activities meeting stakeholder expectations. For 
example as a result of recruitment and selection processes, the 
organisation may harness the tacit knowledge of new 
employees and enhance employees’ explicit knowledge 
through the adoption of appropriate IS. This may enable the 
organisation to meet stakeholders’ expectations and achieve, 
for example, a competitive advantage. 

Managers in many organisations may relate to moving from 
Phase 1 to Phase 2. However, as most organisations attempt to 
move from Phase 1 to Phase 2, stakeholder expectations may 
have already increased (see the arrows on the right hand side 
of the framework; discussed above). This means that the 
organisation remains at Phase 1 and does not move. 
Alternatively, an organisation currently at Phase 2 may move 
‘back’ to Phase 1 as activities/knowledge no longer meet new 
expectations. This emphasises the importance of identifying 
and understanding the issues around stakeholder expectations, 
push down factors and time, in order to enable the 
organisation to evolve though the scale/phases as is 
appropriate. 

C. Phase 3: Beyond Stakeholder Expectations 

This phase is difficult to achieve as it as it implies that the 
organisation’s activities are configured to meet expectations 
which are beyond what stakeholders expect. This is likely only 
to be possible for organisations with sophisticated knowledge 
management processes, which enable appropriate ‘foresight’ 
to analyse or intuit how stakeholder expectations will develop 
in the future. 

The importance of the SoK framework is that it allows 
managers to gain insights into the extent (scale) to which their 
current activities and the knowledge that generates/facilitates 
these activates, meets initial/current or future stakeholder 
expectations. Moving from one phase to another phase is a 
long journey and leaders of organisations should appreciate 
the importance of time. 

VI. RESEARCH LIMITATION 

This paper was exploratory, and its empirical aspect was 
based on only one organisation in one country, with one set of 
organisational activities and stakeholders. Given the 
exploratory dimension of the research, there are limits to the 
extent to which the SoK Framework can be generalised. The 
paper focused on the perceptions of a sample of eight 
managers from the case study organisation regarding 
stakeholder expectations, organisational activities and the role 
of knowledge and its management. However, it is 
acknowledged this presents a narrow view of the organisation 
and, for example, data were not collected from all stakeholders 
of the organisation, such as patients. The exploration of data 
from the broad stakeholder group could give a better 
understanding of how to use organisational knowledge to 
implement activities that meet stakeholder expectations. 

VII. CONCLUSION 

It can be argued that an organisation’s success relates to the 
extent to which its activities meet the expectations of its 
stakeholders. However, these expectations may evolve and 
become more demanding over time. This means that there is 
likely to be a ‘gap’ or ‘lag’ between the current configuration 
of an organisation’s activities to meet stakeholder expectations 
as they evolve. Organisational strategies, particularly in 
relation to knowledge and its management, and the related use 
of IS are important in both configuring activities but also in 
attempting to reduce any activity/stakeholder expectation 
gaps.  

This paper has explored the knowledge management 
literature in the context of how IS can be useful in 
organisational knowledge creation. It identified sources of 
organisational knowledge and how this knowledge can be 
used to meet stakeholder expectations. Based on this review, 
and a single case study of a hospital organisation in Saudi 
Arabia, a SoK Framework was developed which linked 
knowledge management and organisational activities to 
changing stakeholder expectations. The framework can be 
used by managers to scale their organisation’s 
activities/knowledge to their stakeholders’ expectations. Using 
this framework, managers can assess the health of their 
organisation’s knowledge, and its management.  

As the paper is exploratory, further research is required to 
develop and validate the SoK Framework across, for example 
other organisations, sectors and countries. 

VIII. RECOMMENDATION FOR FUTURE STUDY 

Saudi Arabia is a developing country. It relies in imports for 
most of their products and for low wages man power. This 
may mean that Saudi culture is affected by the knowledge of 
foreigner manpower; and Saudi culture may have created an 
ideology that knowledge can only be sourced by the external 
sources which leads to a belief that knowledge cannot be 
created from current organisation activity. If this assumption is 
true then organisation with this ideology in Saudi Arabia will 
be more likely to perceive of a gap between activities and 
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stakeholder expectations. A recommendation for future study 
is to investigate cultures in developing countries in terms of 
organisational knowledge creation. 
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