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Abstract 

An Intranet is well suited for use as a strategic tool in Knowledge Management (KM) owing to its ability to support 

distribution, connectivity and publishing. The Intranet should be viewed as integral to an organisation's KM 

strategy, which in turn must be aligned critically with the organisation's business strategy. 

The authors set out to argue that the Intranet should be used as a strategic tool within a Knowledge Management 

strategy. The question arises: To what extent does an organisation's existing Intranet facilitate this function? The 

eThekwini Municipality in Durban, South Africa, provides a useful context for the application of this question. 

The importance of the Intranet, a theoretical framework encompassing the significance of knowledge in corporate 

society, the defining of Knowledge Management and its sub-categories, and the clarification of the meaning of 

knowledge are explored. 

This paper seeks to reflect upon the existing Intranet used by eThekwini Municipality and to provide an evaluation 

thereof. The research results, derived from an online questionnaire, reveal an opportunity for improvement, so 

that the Intranet may be more effectively utilised as a strategic tool. 

Keywords: Intranet technology, Knowledge Management, knowledge-sharing 

1. Introduction 

Upon reflection of the domain of knowledge: Knowledge Management (KM), Zack (1999: 125) describes "the 

primary focus of these efforts has been developing new applications of information technology to support digital 

capture, storage, retrieval and distribution of an organisation's explicitly documented knowledge". The line of 

argument in this paper serves to propose that, when aligned, organisational strategy and technical resources (e.g. 

information technology (IT)) provide a sound framework to support KM within an organisation. However, the 

question arises as to whether an organisation is making the best investment in its IT resources and whether it is 

managing knowledge in the right way. One technical IT resource in an organisation is an Intranet. 

Tiwana and Ramesh (2001) contend that the Intranet is well suited for use as a strategic tool within the domain of 

KM owing to its ability to support distribution, connectivity and publishing. According to these authors, the Intranet 

should be seen as integral to an organisation's KM system and should therefore be designed and tailored to 

enhance an organisation's knowledge-sharing activities. This rationale raises the question whether an 

organisation's existing Intranet facil itates knowledge-sharing and KM processes. The exploration of this question 

creates an opportunity for research within a field of application that seems particularly appealing: a metropolitan 

municipality - eThekwini Municipality in Durban. The appropriate context and appeal arose from the fact that the 

first author is situated within the organisation's Information Services Department. Furthermore, given 

eThekwini Municipality's Integrated Development Plan (lOP), this study was considered pertinent and relevant. In 
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surveying the parameters of the question, the overriding premise was established as follows: If knowledge is used 

effectively, it may well provide meaningful utility to the organisation. Clark (2001: 189) notes that "knowledge 

management initiatives are unlikely to be successful unless they are integrated with business strategy". 

2. Background 

Given that this research falls within the domain of KM and the field of application is eThekwini Municipality, the 

authors deem it necessary at this point to explore briefly the fo llowing concepts and realities: Knowledge, 

Knowledge Management, IT, Intranet technology and eThekwini Municipality. 

2.1 Knowledge 

2.1 .1 Significance of knowledge in corporate society 

Managing knowledge appropriately is at the centre of many discussions around competitiveness and 

sustainability. Many current theories and practices indicate that knowledge (and the management thereof) may 

prove useful if the scope and utility of knowledge is aligned with an organisation's strategy. For this reason KM 

must have a business focus. It is therefore critical that knowledge management aligns with the organisation's 

business strategy and that it is structured in such a way that it articulates with the organisation's purpose and 

goals. It may be further argued that knowledge should be viewed as a resource in the business, and that it should 

therefore tie in with the resource-based approach to strategy. 

Although this paper seeks to review the role of the Intranet and its contribution to a KM strategy, it also proposes 

that KM should be set on a broader scale than merely IT. In other words, it is argued that the management of 

knowledge should go beyond a narrow technical focus and encompass other less tangible themes within an 

organisation. In relation thereto, Zack (1999: 125) clarifies the intangible "as the knowledge existing within 

people's heads, augmented or shared via interaction and social relationships" . This paper draws on the ability to 

draw together the technology, the notion of shared interaction and the creation of an opportunity for knowledge 

transfer. 

2.1.2 Concept of knowledge 

From a review of the management of knowledge literature, there are many definitions of the concept of 

knowledge. Much of the literature also promotes/advances the notion that there is a distinct difference between 

the concepts of data, information and knowledge. However, if organisations are to utilise data, information and 

knowledge effectively, and in so doing formulate sound KM strategies, this requires clarification. For the purpose 

of this paper, it is considered that data, information and knowledge all emerge from the same social process and 

that they may therefore be described as global properties of an organisation. Data may be described as a type of 

information, and the conceptual context of such information allows for observations, commitments and 

interpretations which evolve into knowledge. 

Categorisation of the concept of knowledge is now presented: 

Belief description 

"Justified true belief' (Goldman, 1991; Nonaka & Takeuchi, 1995: 58); 

"Knowledge is understanding based on belief' (James, 1907); and 

"Knowledge can be thought of as a body of understandings, generalizations, and abstractions that we 

carry with us on a permanent or semi-permanent basis and apply to interpret and manage the world 

around us ... we will consider knowledge to be the collection of mental units of all kinds that provides us 

with understandings and inSights" (Wiig , 1998). 
























