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Abstract

Knowledge management system (KMS) researches in Taiwan need to add further viewpoints,
new tools, and various sources of data to analyze the product texts of five KMS service providers to
explore their varieties of product function in last 12 years, between 2006-2018, by collecting product
data sheet in their official webpages. Two major findings are as follow: (1) Other than the research
done in 2006 which was manually analyzed the structure of document of KMS, this study utilized
word frequency analysis, and word cloud to analyze the text content of KMS products. It helps to
quickly find the product features and positioning of different KMS service providers. This study also
found out that this method can be used as an analysis basis for further follow-up case studies. (2) This
study summarizes 19 product value propositions from perspectives of KMS service providers. Each
product value proposition implies solutions for individual customer claim (promise) by the service
provider. The viewpoints and methodology of this study can interpret the value proposition of the
product and also be helpful to enrich and extend forthcoming KMS research themes and methodology.
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Extended Abstract

1. Introduction

As knowledge management systems (KMSs)
continue to evolve, methods of delivering
product value to customers change constantly.
This is addressed in the product description of
a KMS on a company’s official website and its
consultant’s knowledge claim. This endeavor is
representative of a company’s commitment to
solving customer problems. This paper proposes

two research premises:

First, a company’s product value proposition
can be regarded as one of its knowledge claims,
which affects its product development;

Second, a company’s on-the-shelf products
and their descriptions can be regarded as the focus
of its product value proposition.

This study collected and analyzed KMS
product descriptions displayed on the official
websites of five companies (Table 1) to understand
the KMS product value propositions of these

companies. Next, a case company was selected

Table 1. Basic Information of Taiwan KMS Service Providers

Company name Product name

Features of main product

Intumit Inc. SmartKMS
GSS Corporation Vitals ESP
eland Information Co., Ltd. eKM

China Productivity Center ~eKMPortal

IBM

Uses cloud computing technology as a framework
to provide a novel mobile knowledge-
sharing human-centric platform.

Provides an open Web-based and flexible
framework that allows Web 2.0 to emphasize
the implementation of personalization and
interactions in an enterprise.

Fulfills users’ flexible needs in the review
process of knowledge files and increases the
accuracy and efficacy of full-text searches.

Assists enterprises in constructing their own
KMS:s in the shortest possible time.

IBM Connections Cloud Provides enterprises with a community-based

knowledge management platform as a
collaborative environment for integrating the
different product portfolios of each unit’s
labor division into an intuitive solution.

Note. To cite this article in APA format: Yuan, M.-S. (2018). Product value proposition of knowledge
management system providers: The example of a case company. Journal of Library and
Information Studies, 16(2),63-102. doi: 10.6182/jlis.201812_16(2).063 [Text in Chinese].

To cite this article in Chicago format: Ming-Shu Yuan. “Product value proposition of knowledge
management system providers: The example of a case company.” Journal of Library and
Information Studies 16,n0.?2 (2018): 63-102. doi: 10.6182/jlis.201812_16(2).063 [Text in Chinese].
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to collect other relevant product documentations.
Key sentences in these documentations were
manually tagged. Interviews were also employed
to explore, identify, and cross-validate the case

company’s KMS product value propositions.

2. Research Methods

The data analysis method is shown in Figure 1.

3. Results and Discussions

3.1 KMS products functional analysis of Taiwan

KMS service providers

With the combination of original and new
technologies such as Web 2.0, in addition to
community, cloud, or mobile applications, the
perceptions of companies about KMS functions

Extended Abstract

have gradually changed in the following aspects:
(1) The focus on the sorting and storage of internal
and external forms of explicit knowledge in
companies have changed, with greater emphasis
on strengthening tacit knowledge collaboration
and communication among company members;
(2) The previous emphasis on knowledge file
compilation has been replaced by problem
solving; (3) The focus on retrieving and accessing
knowledge files emphasized has been overtaken
by content mining and the reuse of knowledge
files. This study further organized the KMS-
related terms of various companies and compared
them with those in related studies, as shown in
Table 2.

In 2006, domestic KMS functions focused
on internal and external knowledge acquisition,

document management and searching, and

I: Investigating the Functional Changes of Five KMS Companies in Taiwan

Method 1: Word Frequency Analysis }

II: Generalize the Product Value

P[ Display Tool: Word Cloud ]

[ Method 2: Speech Document Tag Analysis H Marking Tool: Product Value Content Annotation Table ]

h III: Understanding the Concept of the Case Company's Value

[ Method 3: In-depth Case Interview H Interview Tool: Interview Guide ]

!

Expert Validation H Examine the Product Descriptions on the Official Website ]

Crucial Product Value Propositions and Core Ideas of the Case Company ]

Figure 1. Analysis Methods and Procedure
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Table 2. Comparison of the KMS Functions of Five Companies with Those in Relevant Studies

Company GSS eland China
. ' Corporation Information  Intumit Inc.  Productivity IBM

Previous Function Co., Ltd. Center
Portal Interface \% \Y \Y O O
Document Management \% \Y \Y O O
Search Engine \Y% \Y% \% @) O
Collaboration v v v - O
Community Forum \Y% \Y% \Y% O O
Knowledge Acquisition v v v O -
Knowledge Security \% \Y% \Y% - O
Business Intelligence v v v - -
Knowledge Map \% \Y \Y - O
Core Competence O \Y O - O
Mobility* O - O - O

Note. V represents the results of the study of Hsieh and Yuan (2006); O represents findings of the

current study in 2018; * represents a new system function in 2018; — indicates that the system

of the company is not equipped with this function.

community forums. Companies’ management of
core knowledge and innovation features, such
as expert systems and other constructions, has
been lacking. Many companies have provided
software upgrades and added mobile systems,
cloud storage, and community functions in

expert systems.

3.2 Analysis of case company’s value proposition
of KMS products

This study selected GSS Corporation
as the case company. According to the
speech documents released by the GSS
Corporation, it has delivered 19 product value
propositions to customers. These were based

on organizational memory succession, risk
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reduction, open collaboration, communication
promotion, process integration, work quality
improvement, system security, functional
specifications, mobile and user-friendly, cost
reductions, organic growth, brand design, clear
navigation, career growth, a sense of honor,
organizational support, instant access, daily
work as knowledge management, and trust.
Among the 19 product value propositions,
four features, namely, organizational memory
succession, risk reduction, open collaboration,
and communication promotion, were deemed
to be crucial product value propositions of
GSS Corporation’s KMS for solving customer
problems because they appeared as many as

three times in the speech documents.



3.3 Examination and discussion of the case

company’s product value proposition

This study has invited knowledge management
experts to examine KMS product descriptions
found on the GSS Corporation’s official website,
where the content covered the aforementioned
19 product value propositions. The results are
summarized as follows: (1) Before purchasing
KMS products, customers would consider product
characteristics, functions, and prices, and the effect
of the products on the product manufacturers and
their employees. According to Plessis (2007),
knowledge management provides a platform,
tools, and a process to assist in the integration
of organizational knowledge base, which allows
employees easy access and provides an overview
of the distribution of organizational knowledge; (2)
Most studies have not clearly defined the concepts
of “knowledge” and “management,” thus causing
the general impression of knowledge management
to be limited only to the codified language of
business processes or tasks (Firestone & McElroy,
2003). In this study, the official website of KMS
product descriptions provided the customers with
not only information technology-oriented aspects
such as document processing and management,
operation process integration, risk and cost
reduction, and quick and instant products, but also
human-oriented aspects such as organizational
memory succession, communication, career

growth, organizational support, and trust; (3) In
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addition to the explanations of system functions
and product effectiveness on the official
website, desired product values are enhanced in
terms of their problem-solving abilities from a

customer’s perspective.

4. Conclusion and Recommendations

This study used word frequency analysis
and word cloud tools to organizational memory
succession analyze the content of KMS product
descriptions, which helped customers to quickly
detect the product features and positioning of
different KMS service providers. This paper
summarized the 19 product value propositions of
its case company from the perspective of KMS
service providers. Each product value proposition
represented the company’s claim (commitment)
in solving the problems of different customers.
After cross-validation performed by the experts,
the findings showed the product descriptions
in the official website covered all product
value propositions. In practical applications,
companies are recommended to reconsider
how to clearly present their product and service
value propositions and descriptions (found on
varying carriers) and distinguish themselves
from their competitors in the future. By doing
so, the companies will consolidate their market

positioning and help customers find the products

and services that they need.
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System * LU NHEKMS ) L H—F# (
B ~ B 2006) - ARTAHAEEAE ~ H
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ZEMYIREELE T TH - BRECR AT Ut Bl
FHAR AT B NE AT & SR A B sl T fF
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R H 2 2B 5 FHK M ST o 25 7 [A]
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