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Abstract

This research aimed to examine current status of knowledge management (KM) implementation
in 20 public hospitals and evaluate the performance outcomes from such the implementation in five
dimensions namely, employee development, performance development, organizational development,

customer satisfaction, and intellectual capital.

Data was collected via interviewing with 19 CKO, 19 Facilitators and distributed different kinds of
questionnaires to the CKO, the Facilitators and 100 Practitioners of selected 20 public hospitals which
have been employed KM into their work. 90% of the questionnaires were returned. Of the 20 hospitals,
two belong to universities, one is under Ministry of Defense and 17 are under Ministry of Public Health.
Of the 17 hospitals, 5 are general hospital and 8 are community hospitals. As for the interviewed sample
group, most of the CKO were female doctors who were 36-45 years old, held master degree, had been
working in the hospitals for 16-20 years, but the majority had been working in this KM position for 3 years.
Whereas the Facilitators were more female nurses than doctors, 36-40 years old, held master degree,

had been working in these hospitals more than 21 years but work in this KM position for 3 years. The
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Practitioners, on the other hand, were more female nurses than other positions, 41-45 years old, mainly
held bachelor degree, had been working in the hospitals for more than 21 years, but had been working in
this KM position for 2 years.

As for the starting point of implementing KM, most hospitals (60%) stated that they were informed
about KM when they were invited to join the KM Network for Hospitals in the lower North, sponsored and
organized by the Knowledge Management Institute (KMI) and Narasuen University, respectively, in 2004.
The rest stated that they had to apply KM into their work because it is the policy of their parent organiza-
tions. Since the starting, they had organized KM-related activities year by year, for example in the fiscal
year 2005, the activities focused on creating understanding about KM concept, process, tools and also
created spaces for knowledge sharing. In the fiscal year 2006, the KM projects expanded their scope to
cover more activities, formulated KM plans, and appointed KM committees. In the fiscal year 2007, the

KM activities became more vivid and concrete and were integrated with the daily routine jobs.

When considering the projects/activities related to the 5 dimensions, which are employee devel-
opment, performance development, organizational development, customer satisfaction, and intellectual
capital, it was found that each dimension had a number of various projects and most of them integrated

the KM tools into those activities, such as storytelling, dialogue, AAR, note taking and CoP.

With respect to current status of implementing KM (as of July 2008), the result revealed that 90
% of the examined hospitals valued KM and integrated KM into their daily routine jobs. However, KM had
been treated differently in terms of the process and the term used. Some hospitals treated KM as a very
important quality tools which 10 of them even formulated KM plans. Whereas the other 8 hospitals also
valued the importance of KM, but had not had the KM plans as such, but claimed that KM had been
among the quality tools the hospitals were employing. There were 2 hospitals, however, stated that they
did not apply KM into their work for the reason of avoiding the confusing about quality tools among their

practitioners and one stated that because KM process was not practical to implement.

As for the communication channel used between the CKO to the Facilitator and to the Practitio-
ners, it was found that they used the same channel, the formal meeting. When examined the key
success factors in implementing KM into the hospital work, the results revealed that there were visioned
leaders, committed practitioners and good processes. Regarding the good practice in implementing KM,
there were various practices, including the integration of different quality tools in addition to KM, the
Routine to Research approach, the creation of coordinating unit to work closely with communities, the
integration of KM process into the routines jobs, the formation of KM-related health network, and high

committed KM team.

With regard to the performance outcome evaluation between the CKO and the Practitioners, the
results revealed that, both of them thought that KM contributed to the employee development in the
higher rate whereas the other four were in the moderate rate. However when considering the criteria

used in each evaluated dimensions, the result differed between the two groups. The CKO thought that
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KM contributed to the increasing of innovation and creativity the most, whereas the Practitioners thought
that KM contributed to having new or better ways of working the most. As for problems in implementing
KM, it was found that the practitioner-related problems were the main ones whereas the crystal of the

organization policy towards KM was the least.
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