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ABSTRACT 

The on-going business survival of a University is something we don’t often think 
about–but Thai Universities partly depend for their survival on how well they meet the 
challenges of the global economy from a business perspective, and how well they meet 
the expectations of each new generation of Thais: their prospective client-base. 

Many organizations in the private sector, and more and more in the public sector as 
well, have gained an appreciation that one of their key strategic assets is the knowledge 
they possess: knowledge that resides in the individuals that make up their organizations, 
as well as knowledge that is acquired at a corporate level through a history of managing 
the enterprise.  Indeed, many organizations actually now quantify the value of their 
knowledge, and declare it as a corporate asset in their accounting process.  

Accordingly, it has become obvious to these organizations that their knowledge 
must be managed as a strategic asset, and this has led to the introduction over the last  
20 years of the business discipline known as knowledge management, or KM.  

Given this new reality, what steps should Thai Universities be taking to ensure they 
are managing their knowledge assets better? And what changes would be needed in the 
way they operate to ensure their on-going viability as business enterprises? 

 
บทคัดยอ 

ความอยูรอดของธุรกิจมหาวิทยาลัยมักอยูนอกเหนือความสนใจของของผูคนทั่วไป แต
ความอยูรอดของมหาวิทยาลัยในประเทศไทยตามมุมมองเชิงธุรกิจสวนหนึ่งนั้นเกิดจากการ 
บรรลุความทาทายของเศรษฐกิจโลก และขึ้นอยูวามหาวิทยาลัยจะสามารถบรรลุความคาดหวัง
ของคนรุนใหมในสังคมไทยที่ถือวาเปนกลุมเปาหมายหลักไดดีเพียงใด 

หลายหนวยงานในภาคเอกชน เชนเดียวกันกับหลายภาคสวนของรัฐไดรับการชมเชยที่วา
หนึ่งในสินทรัพยเชิงกลยุทธขององคกร คือ ความรูที่หนวยงานเหลานั้นไดถือครอง ทั้งความรู    
ที่มีอยูในบุคลากรแตละคนที่เปนสวนชวยสรรคสรางองคกร และความรูในระดับองคกรที่      
เกิดจากบริหารจัดการมาเปนระยะเวลายาวนาน แทจริงแลวหลายองคกรในปจจุบันไดมีการ
คํานวณหามูลคาของความรูในองคกร และแสดงมูลคาเหลานั้นในฐานะสินทรัพยทางบัญชี 

ดวยเหตุนี้ จึงเปนที่ประจักษอยางชัดแจงวาองคกรเหลานี้จะตองมีการบริหารความรูใน 
ฐานะที่เปนทรัพยสินทางกลยุทธ และนี่คือจุดเริ่มตนของหลักเกณฑทางธุรกิจที่เริ่มมีการกลาว  
ถึงกันเมื่อประมาณยี่สิบปที่ผานมา โดยรูจักในนาม การจัดการความรู หรือ KM 

จากขอเท็จจริงที่เกิดขึ้นใหมนี้ กอใหเกิดคําถามวา มหาวิทยาลัยในประเทศไทยจะกาวไป
อยางไรจึงจะแนใจวาไดมีการจัดการสินทรัพยทางความรูใหดียิ่งขึ้น และการเปลี่ยนแปลงใดบาง
ที่จําเปนระหวางกระบวนการปฏิบัติงานที่จะชวยใหองคกรสามารถเติบโตไดอยางมั่นคงตอไป  

 

 



The Business of business 
In some ways, Universities are no different to 

any other large business enterprise, in that they are 
impacted by market trends and the fluctuations of  
the global economy.  However, institutes of higher 
education also have to adapt to the changes in our 
society, and to the changing demands of each new 
generation of students, while at the same time 
attempting to maintain the history and traditions       
on which they were founded, and which they have 
operated from for many years. 

While, adapt or die, isn’t necessarily the mantra 
here, adapt or become irrelevant, may well be. If 
Bangkok University (BU) wants to remain com-
petitive, and to provide relevant and effective 
services to its clients, it will need to find new ways  
of doing business: new ways which will bring  
change with them.  However, no-one really needs to 
be afraid of change, it is a fact of life and I always 
see it as an opportunity for something better, rather 
than an opportunity for something worse! Anyway, 
as the Roman philosopher Heraclitus said over 2,500 
years ago, “nothing endures but change.” 

The goal is to improve BU’s internal processes, 
create a more business-focused and effective 
operational model for the University, and to still  
keep the spirit and traditions of the University alive. 
If BU can achieve this outcome then it will main- 
tain both its position as the pre-eminent private 
University in Thailand, as well as ensure its position 
as a leader in business excellence: and in doing so    
it will become a role model for others to follow. 

And the key to achieving just such an outcome 
can be summed up in two words: knowledge 
management. 
 
BU is in the Knowledge Business 

It may be stating the obvious, but BU is in the 
knowledge business.  From the deep understanding 
and historical knowledge of its senior managers, to 
the expertise of its faculty, to the process knowledge 
of its employees: the University functions through, 
and because of, its knowledge.  Knowledge in all    
its forms is the key to running the University.  Not 
surprising then that over the last 15 years or so, many 
business organizations have began to realize that   
one of their key strategic assets is the knowledge  
they possess [1].  Not just a notional asset either, as 
many of those same organizations have actually 
quantified the value of their corporate knowledge  
and declared it as a business asset in their accounting 
process [2].  At the same time, it doesn’t take a 
rocket scientist to work out that if you have a 
business asset as valuable as your knowledge, then 
you had better start to manage it like any of your 
other business assets, such as hardware, property or 
personnel. 

From this need to manage knowledge has grown 
the business discipline now known as knowledge 
management (KM).  In fact, knowledge manage-
ment is anything but new, as companies have always 

managed their knowledge in one way or another, its 
just that previously they didn’t call it KM.  KM in 
one form or another has always existed wherever 
business existed.  In medieval times in Europe, 
skilled craftsman apprenticed younger people in 
order to pass on their knowledge to them.  That 
practice is still in evidence in KM today, now we  
call it mentoring.  Similarly, individuals and societies 
have always managed their knowledge, whether 
gathering important knowledge in documents, 
visually or aurally, we capture what we know so     
we can pass it on to others that follow us. 

However, the main focus of KM, and its value 
proposition to businesses, is that it seeks to not 
merely capture what we know, but to ensure that 
what we know gets used for the benefit of individuals 
and companies.  In other words, KM is all about 
improvement, whether it be at an individual, group, 
or enterprise level.   

At the same time, KM has proved problematic 
for many organizations who have tried to implement 
it [3].  Why so? Because KM can seem to go 
everywhere: it’s broad and it’s deep, and if you   
don’t scope it properly, and set a realistic level of 
expectation around it, you may find it becomes 
difficult to manage. 

 
KM@BU 

So, given this context, why does BU need KM, 
and what would KM practice at BU look like? 

Before we examine these two questions it might 
be useful to understand a little more about what KM 
actually is, and whether there is a definition of KM 
that we can use at BU? The answer to this latter 
question is both yes and no.  Yes in that there are 
literally hundreds [4] of definitions of KM already   
in use across the business world, and no in that we 
don’t yet have a clear enough understanding of the 
strategy and requirements for KM at BU, and that 
consequently providing a definition of KM at BU 
before we have that understanding in place would be 
foolish indeed. 

I have learned, often by bitter experience, over 
the last 10 to 15 years that everyone has their own 
understanding and definition of what KM means: and 
this is entirely appropriate.  There is no one-size-fits-
all definition to be had.  Every organization faces    
its own, often unique, challenges where KM is con-
cerned, and therefore every one of those thousands  
of possible definitions of KM is right for someone.  
However, in order to provide a level of understanding 
of the topic, I would suggest that the following des-
cription (not definition) of KM would be appropriate: 
 

KM is the process of capturing and 
distributing an organization’s collective 
expertise and knowledge to create   
the best possible support for the 
organization’s strategic goals and 
objectives. 

 



In other words, KM is all about managing 
knowledge as an organizational asset and helping 
organizations to capture, use and maintain their 
knowledge assets, and to leverage the investment 
they have made in the knowledge of their staff. 

So, why does BU need KM? Let’s start by 
looking at the current BU business environment, and 
where it needs to be improved. 

Currently KM plays a minor role in the business 
activity of the University.  It is linked to the Ministry 
of Education’s QA requirements for Higher Edu-
cation Institutes in Thailand.  These QA requirements 
have a component dealing with research and within 
that component is a requirement for “A knowledge 
management system for research and innovations. 
[5]”  

However there is no over-arching University 
strategy or plan for KM in place, and no coordination 
between the various schools and business depart-
ments to manage BU’s knowledge collectively.  And, 
most importantly, key knowledge processes, and key 
knowledge expertise, are not identified, and therefore 
cannot be managed and maintained effectively. 

Without sound KM practice in place, the Uni-
versity faces several potential business problems: 

• Business processes such as curriculum design 
and development, become ineffective and costly over 
time, because new learning and previous knowledge 

are not being re-applied, and therefore time and 
resources are wasted in re-inventing what has already 
been created previously.  

• Access to new knowledge and the free-flow of 
existing knowledge, are essential ingredients in the 
University being able to provide a platform for the 
generating of new ideas and new knowledge.  KM 
can help provide the means to stimulate creativity 
and innovation.  

• KM will provide a means to manage one of 
the University’s biggest assets – its store of know-
ledge. Otherwise, the University will not have per-
formed due diligence in its business management 
duties. 

• KM is also essential to ensure that employees 
and managers have the right knowledge at the right 
time, in order to make the right decision.  In this way 
business efficiency will improve, and this will allow 
BU employees to make better decisions together. 

What I am describing here is a business environ-
ment where BU’s knowledge is in danger of 
becoming a wasted resource due to its disconnected 
and unmanaged nature.  Silos of knowledge and 
expertise exist all over the place, yet there is nothing 
in place to deal with this situation. 

KM will address these issues and look to 
promote common and coordinated approaches for 
dealing with the situation. 
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In summary, the current disconnected nature of 
BU’s business processes in managing its knowledge 
means that BU’s knowledge assets are like a number 

of islands of knowledge which are not connected in 
any way to each other. 

 

KM will help to build bridges between BU’s islands of knowledge. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
What would KM practice at BU look like? 

The reality of today’s business enterprise means 
that there is no longer just one single environment  
for KM to work in.  In fact the modern organization 
really has three unique and distinct business environ-
ments where KM operates [6].  These can be described 
as: 

1.  Personally-based KM or PKM 
2.  Community-based KM 
3.  Organizationally-based or Corporate KM 
 
This means that BU will need to carefully assess 

where it wishes to focus its KM activity, and how it 
will prioritize that activity. 

Before we look at the broader picture of KM at 
BU, let us reflect on these three distinct types of KM 
environment, see what drives each of them, and how 
BU can best support and maintain KM activity within 
each of them. 

 
Personal KM (PKM) 

PKM is not a new concept: in fact it has been 
proposed and supported by many as a separate strain 
of KM for more than 10 years now [7].  However   
the move towards more and more personalized tech-
nology offerings, and the uses that many of today’s 
workforce have for such personalized technology 
aids, has shone the spotlight more vigorously on    
this area of KM than previously.  The individual 
knowledge worker-seeker-disseminator is now be-
coming the norm rather than the exception in many 
organizations. 

Objectives – The focus of PKM is purely on the 
individual’s knowledge needs and objectives: how 
best to search for and find knowledge that allows   
the individual to attain their personal goals, and meet 
their business commitments. 
 
Community KM 

Communities (of Practice, Interest etc.) were the 
beneficiaries of the initial wave of KM technologies 
[8], with group-ware, inter-active online management 
tools, threaded discussion tools, and many others, 
providing a sound platform for the propagation      
and management of expert groups and communities.  
This is where the roots of KM have taken hold, and  
is where the discipline of KM is best represented in 
most organizations.  Indeed, knowledgeable indivi-
duals have always formed specialist areas of 
organizational expertise, and have been the guardians 
of corporate wisdom and corporate continuity, long 
before the advent of KM and the designation of 
communities of practice became popular.  It is no 
wonder then that this layer of community and social 
networks is a fertile ground for KM activity, and will 
remain the bed-rock of many organizational KM 
efforts.  

Objectives – Communities are the bedrock for 
KM activity in most organizations.  These communities 
are typically Communities of Practice (or Interest), 
expert groups, and other similar professional 
groupings.  They exist to meet the business goals  
and objectives of the group, and also to provide the 
individuals within those groups access to a peer-



network, where ideas can be formulated, exchanged 
and critiqued. 
 
Corporate KM 

For the last 15 years, organizations have rolled 
out enterprise-wide KM efforts, often with huge 
budgets, to a varying degree of success [9].  Much 
KM effort is still focused at this enterprise level, 
however, the larger the scale of work, the greater the 
likelihood of over-commitment, and the more fraught 
with dangers the work becomes as it progresses. 
Based on some of the lessons learned from the early 
adopters, many have begun to step back from this  
all-or-nothing mentality, yet continue to see KM as 
solely an enterprise-level activity, and consequently 
struggle to implement it and make it relevant to their 
workforce.  

This is the real challenge of corporate-level KM: 
how to keep it relevant at a corporate and individual 
level, and how to manage and maintain it in a way 
that allows for the inevitable fluctuations in business 
focus and commitment to it, both from individual 
employees as well as senior managers.  

Objectives - Corporate KM is often focused on 
mechanisms for capturing the knowledge that exists 
in the organization, putting it into a format that can 
be managed and maintained, and then ensuring all 
employees have access to it.  The strategic goal for 
this kind of activity is to create an environment 
where knowledge is created, shared and used for    
the benefit of all in the organization.  

While the reality is that there are now different 
types of KM in play in any organization, that doesn’t 
imply that they cannot co-exist, or even be managed 
as a single portfolio.  Indeed, unless the various 
layers are coordinated to some extent then there is  
the obvious potential for wasted effort and limited 
pay-back for the organization.  

If a balance between the needs of the individual 
employee and the needs of the organization can be 
achieved, then KM at all three levels will flourish, 
and will start to work for the benefit of not just the 
individual but of the organization as a whole. 
 
How can you play a part in improving KM practice 
at BU? 

Whatever the eventual strategy and plan for KM 
at BU, it’s a fact that without the active support     
and engagement of BU employees nothing much  
will change. 

Therefore, let me take the opportunity to ask for 
your support and active engagement in making KM 
operational at BU.  I believe that every employee   
has a role to play in maximizing the effectiveness of 
BU’s knowledge resources, irrespective of whether 
their job is designated as a KM job or not.  

To begin with, individual employees can help by 
thinking of knowledge as an organizational asset, and 
not just as an item that has no further use once it is 
served their initial needs and use for it.  The ideal  
 

situation for the University would be to create a work 
force that understands their accountability to become 
stewards of individual and corporate knowledge.  In 
fact the role of the individual knowledge steward 
would be one that any KM initiative at BU should 
strongly endorse. 

Individual employees can also help KM gain 
traction by collecting, sharing and re-using know-
ledge in support of business, and personal, goals   
and objectives.  At the same time, working with a 
collaborative mindset, and with a willingness to share 
lessons and best practices with others, will soon have 
a positive impact upon the work environment at BU. 

Additionally, there are many ways for employees 
to help increase their KM skills. These include: 

• Looking for KM training and other KM 
learning opportunities, such as seminars and work-
shops.  

• Looking for opportunities to participate in 
communities of practice, or other communities of 
expertise. 

• Looking to participate in social networks and 
other online discussion forums. 

• Looking for opportunities to include KM 
approaches and practices in your day-to-day work. 
 

Collectively, the BU work force can improve 
KM practice at BU by gaining an understanding of 
the principles of KM, while encouraging others to do 
so as well.  

Overall, KM at BU will flourish if the University 
can create an environment and culture which 
facilitates the sharing and re-use of knowledge.  IN 
particular, BU needs to facilitate the creation and 
support of social networks and communities, and 
encourage its employees to communicate with each 
other and share what they know for the benefit of all. 
 
What is the KM pay-back for BU? 

It is impossible to predict what BU as a business 
organization will look like in 5, 10 or 15 years from 
now.  All we can say with any certainty is that by 
implementing KM, the University will be laying the 
foundations for organizational improvement at both 
an individual as well as corporate level. 

One thing it is possible to predict though is     
that KM changes how organizations work [10], not 
overnight, but slowly and inevitably.  In effect 
changes in work practice change the culture of the 
organization, and KM will help change the culture   
of the University, and help prepare it to face the 
business challenges that lie ahead. 

In particular, the University should become a 
more competitive and effective organization through 
retaining its organizational knowledge for future use, 
and through better leveraging of its current and future 
knowledge assets.  And in so doing, BU should enjoy 
the benefits of becoming an innovative and creative 
learning organization. 



The future role for KM at BU should be one 
where KM processes, tools and techniques will help 
the University to: 

•  Identify key knowledge areas 
•  Identify key knowledge personnel 
•  Enable employees to become more productive 
•  Support sharing, collaboration and innovation  
•  Provide support for communities of experts 
•  Maximize the value of the University’s know-

ledge assets 
•  Create a modern, learning organization 

 
Whatever the final KM strategy for BU, improved 

KM practice will lead to individuals becoming more 
knowledgeable and effective employees, as well as    
in helping to raise the credibility and profile of the 
University as a business leader.  
 
In Conclusion 

In the end, effective organizational KM begins  
at the individual level, and flourishes at the grass-
roots or community level.  Once this is understood,  
it is possible to plan for and maintain a viable and 
robust KM environment, one with a working balance 
in place between the various interests and objectives 
involved. 

Any KM initiative needs to operate at a working 
level by connecting people, encouraging communica-
tion, supporting continual learning, and endorsing 
sharing and reuse of knowledge.  

With such goals and objectives in place, and 
with the support and backing of its senior managers, 
BU will have a great opportunity to lead the way,  
and to become Thailand’s premier KM-enabled 
higher education organization. 
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