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Abstract

Knowledge is one of the most important resources of an organisation. Over time, there has been
significant interest, both in the academic and in the business context, regarding this topic. However,
there is still more to be studied, since knowledge is an intangible aspect that, unfortunately, cannot
be quantified. However, the importance of knowledge and its transfer is of upmost importance within
any organisation, but especially in small and medium enterprises. While other resources may be
consumed, knowledge can only increase, or, at worst, stagnate. The purpose of this piece of work is
to highlight the importance of knowledge in medium enterprises operating within the field of road
freight transport. To attain this objective, the most appropriate method has proven to be qualitative
research. Thus, interviews with both employees and owners of a medium company operating in the
specific industry were carried out. The information that was gathered has been recorded and
analysed, so that it can showcase how knowledge is formed, used and transferred within an
organisation. This study clearly highlights how knowledge management drives competitive
advantage in this industry. Furthermore, the study highlights that employees perceive knowledge as
being the most useful resource. However, the need of a better flow of communication is also revealed.
In addition, barriers such as poor communication and, sometimes, lack of knowledge-sharing have
been identified. Furthermore, this study finds that digital tools provide a helpful tool for knowledge-
sharing within such an organisation, as they ease and fasten the flow of communication. All in all,
this study emphasizes on the importance of knowledge within a road freight transport organisation,
highlighting the benefits that arise upon implementing a knowledge management strategy.
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Introduction

For thousands of years, theorists have tried to find this concept's most complete,
complex and correct definition. Although it has been hotly debated over the years, not
even linguists have been able to come up with a satisfactory definition. Cambridge
Dictionary (2024) defines the term "knowledge" as "understanding of or information
about a subject that you get by experience or study, either known by one person or by
people generally.” This definition is not only incomplete but also very limiting. First, it
reduces the concept of knowledge to the level of the individual, ignoring knowledge from
an organizational point of view. Secondly, the area of knowledge is narrowed to a
particular field, while knowledge is dispersed and varied, covering many fields.

Organizations are established as institutional entities to develop goods and services
because of their ability to facilitate the integration of specialized knowledge held by
many people (Grant, 1996). From this point of view, any organization is based on
knowledge. This resource is vital, as it is at the core of any institution, dictating how
activities are carried out.

Knowledge management refers to the systematic organization and access of experience,
information, and expertise to generate new capabilities, facilitate superior performance,
stimulate innovation, and generate value (Whelton et al., 2002). Thus, the application of
this concept within an organization represents, in fact, a step through which sustainable
competitive advantage can be created. In today's global context, where organizations
must constantly fight to maintain both their market share and their differentiating
status, knowledge-based management is a necessary approach. The concept of a
knowledge-based economy appeared in the early 1960s, launched by the economist
Fritz Machlup in the first study that quantified knowledge as a widespread concept,
measuring its level of production and distribution (Machlup, 1962). In his work, he
argues that although the concept of knowledge falls within the sphere of philosophy, it
is imperatively necessary in every field, and its definition falls to the experts in each
field.

This paper aims to emphasize the importance of knowledge within a medium-sized
organization operating in the field of road freight transport. To fulfill its purpose, this
article will be structured in multiple sections. The first section of this paper is the
literature review, providing the necessary background for understanding the concept of
knowledge and how it is used within the business environment. Subsequently, the
research methodology shall be presented, providing reasoning for the qualitative
approach chosen for this study. The findings shall then be presented, discussed, and
integrated into the relevant literature. Lastly, this paper will present relevant
conclusions based on what has been revealed and how it contributes to existing
literature.

Literature review
The following section provides the theoretical background that is necessary to proceed
with this study. Thus, concepts such as knowledge, knowledge-based organization,

knowledge-based management, and knowledge management shall be analyzed
thoroughly.
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Defining Knowledge

Knowledge is an amalgamation of contextual information, framed experience, expertise
of individuals and value derived from such amalgamation, ultimately leading to
innovative ideas and achieving exceptional experiences (Abubakar et al, 2019).
Knowledge encompasses various elements such as organizational culture, skills,
reputation, intuition, and formalized theory that collectively shape and influence human
behavior and cognition. Figure 1 represents a visual expression of the knowledge
concept, emphasizing how they are formed and the aspects arising from their use and
capitalization.

Information Innovation
Eerience Derived walue
Enowledge
Expertize
Exceptional
experiences

Figure 1. Defining knowledge
Authors’ contribution

Plato defined knowledge as "justified true belief." This definition implies that once
assimilated, knowledge becomes an integrated part of an entity, as it means that
information is received, assimilated, and accepted as authentic, thus gaining credibility.
By storing and using knowledge acquired over time, individual conception is formed.
Cognition refers to the cognitive process of using reasoning to analyze and interpret
information and facts to facilitate active engagement in tasks such as problem-solving,
decision-making, learning, and teaching (Beckman, 1999).

Lehrer (2018) identifies three essential criteria that must be met simultaneously to be
able to categorize information as knowledge. First, the knowledge must be accurate,
meaning that it cannot be obviously refuted or countered with clear arguments to the
contrary. Secondly, it is absolutely necessary that they can be accepted. In other words,
to assimilate new information, it is necessary to accept that it is true and credible; thus,
acceptance is defined as not an attitude, but a validation of information to discover the
truth and avoid errors. Third, knowledge must be justified. Thus, it is necessary that the
information can be supported by concrete arguments and evidence in order not to allow
the existence of any doubt.

Regarding the classification of knowledge, a distinction can be made between a
centralized governance system, characterized by formal structures and hierarchical
mechanisms, and a community-led structure, influenced by informal arrangements
(Wulf and Butel, 2017). From this perspective, the concept of knowledge space can be
classified into two distinct types: one that is characterized by the lack of a clear
definition and structure, which makes it suitable for the purpose of knowledge
exploration; and another that is highly defined and specialized, making it more suitable
for the purpose of knowledge mining.
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Nonaka (1991) classified knowledge as either "tacit" or "explicit" based on its
codification and transferability. Explicit knowledge is easily transferable and can be
systematically codified, but tacit knowledge is firmly embedded in the organizational
system. When knowledge is in its passive state, it lacks utility. However, when
knowledge is activated through creative processes to apply, nurture, and share, it has
the potential to lead to exceptional performance. In this context, knowledge
management refers to the systematic process of leveraging latent knowledge within
organizations to generate advantages and enhance competitiveness.

The distinction between know-how and know about has been widely recognized in the
management literature. This distinction can be characterized by various dichotomies,
such as subjective versus objective knowledge, implicit or tacit versus explicit
knowledge, personal versus propositional knowledge, and procedural versus
declarative knowledge (Grant, 1996). Although both types of knowledge have
advantages for an organization, know-how knowledge is much more valuable as it
facilitates the optimal conduct of operations. On the other hand, know-how can play an
important role in identifying the advantages and disadvantages of new ideas or entering
a new market, either geographically or industry-wise.

The knowledge-based organization

Organizations must rely on knowledge to survive, adapt, and succeed in today's global
dynamics (Zack, 2003). In the previous subsection, both the definition of knowledge and
its importance within an organization were explained. However, a particularly
important aspect, namely the exploitation of knowledge within an organization, was not
discussed. Given the many opportunities for development, innovation, increasing
profitability, and creating a competitive advantage that is difficult to imitate, the
knowledge-based organization should be a concept adopted by as many entities as
possible, especially those in the private sector, profit-oriented.

Products and services reflect only the perceptible or tangible aspects that customers
encounter, representing only the surface level of a larger framework. Like an iceberg, a
significant part of an organization's productive capabilities lies below the surface,
hidden in the organization's intangible assets, commonly referred to as knowledge
about operations, methodologies, and rationale (Zack, 2003).

The knowledge-based view of the organization requires the examination of
interdependence as a constitutive element of organizational structure and the subject of
managerial decision-making (Grant, 1996). Thus, the policies and strategies
implemented by the organization's management should be dictated by knowledge and
the interdependence between it and the organization rather than being dictated by the
dominant production technology. Keeping up with the latest technologies on the market
is a costly process, which can often be mitigated by using knowledge and combining it
with existing means of production.

In an economic context characterized by ubiquitous uncertainty, knowledge emerges as
a singular and sustainable fundamental aspect for obtaining and sustaining competitive
advantage (Nonaka, 2007). In the face of market fluctuations, rapid proliferation of
technologies, multiplication of competitors, and rapid obsolescence of products,
organizations that achieve success continuously generate new information, distribute it
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widely within their organization, and promptly integrate it into the new information,
technologies, and products.

Knowledge-based management

Based on the underlying assumptions regarding the attributes of knowledge and its
significance in the context of production, the organization is perceived as an institutional
entity that facilitates the consolidation and coordination of knowledge (Grant, 1996).
Thus, to be able to apply this concept within an organization, the attribution of
knowledge must be a process and not a state. In this sense, the information flows
between the organization and employees, as well as exclusively between employees,
must be constant and continuous. Figure 2 illustrates the graphical representation of
knowledge flow within an organization implementing knowledge management.

Organization Ernployees

= Knowledge flow

Figure 2. Knowledge flow within an organization
Authors’ contribution

This approach allows for the enrichment of common knowledge and the expansion of
individual knowledge. By ensuring a constant and continuous flow of knowledge,
organizations foster both increased financial and organizational performance, as well as
innovation and improvement of processes and products/services offered. From this
point of view, knowledge plays an important role in the perceived quality of a good.

Because of its many advantages, the concept of knowledge-based management has long
been adopted in the world of corporate organizations. However, organizations in fields
such as architecture, engineering, and construction have only adopted it in the last two
decades (Whelton et al, 2002). Its adoption in organizations in various fields has
allowed for the thorough study of knowledge-based management and its effects. Thus,
knowledge management has become a comprehensive field encompassing multiple
disciplines and offers a wide range of approaches and tools for identifying, obtaining,
validating, structuring, and implementing knowledge within an organization (Whelton
etal., 2002).
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Knowledge management is a comprehensive framework that encompasses the creation
of organizational strategies, structures, and processes. Its main objective is to enable
organizations to effectively use existing knowledge to facilitate the assimilation of new
information and to provide economic and social value to both their customers and
communities (Awad, 2007). Since organizations are accountable to stakeholders, their
operations and environmental effects should align with stakeholder expectations and
their stated goals. In this sense, knowledge management is a link between what is said,
what is done, and how it is done.

Knowledge management refers to the systematic approach to acquiring, designing,
managing, and disseminating knowledge within an organization with the aim of
improving performance. This includes reducing costly rework, speeding up work
processes, and using best practices (Abubakar et al, 2019). Thus, knowledge
management is a continuous process that must be adopted at all organizational levels to
generate competitive advantage and improve the organization's overall efficiency.

Knowledge management strategies encompass the use of knowledge, focusing on how
knowledge is integrated and used to provide value to organizations (Garcia-Perez et al.,
2017). As mentioned earlier, knowledge management focuses on individual,
organizational, and employee knowledge as well as shared knowledge. By combining
them, new strategies can be outlined, much more effective than those based strictly on
the information within the organization. Thus, all parties involved benefit.

Knowledge management refers to the systematic and effective management of creating,
acquiring, retaining, and disseminating knowledge in an organizational context.
Organizations can learn from past experiences, retain critical information, and improve
overall performance. A knowledge management system facilitates the identification,
retrieval, and use of knowledge, thus encouraging progress, innovation, and increased
value for the consumer (Jasin et al., 2024). The fundamental indicators of knowledge
management include individuals, leadership, Internet technology, organizational
structure, and the learning process.

The knowledge-based economy

The knowledge-based economy is characterized by the production and supply of goods
and services obtained through activities that involve the intensive use of knowledge
(Powell & Snellman, 2004). These activities not only contribute to the rapid
advancement of technology and science, but also result in an equally rapid obsolescence.
Given the fact that resources of this type are constantly developing, the use of knowledge
enhances innovation processes. The fundamental elements of a knowledge-based
economy comprise an increased reliance on intellectual capabilities rather than physical
resources or natural resources (Powell & Snellman, 2004). This is accompanied by
efforts to incorporate improvements at all stages of the manufacturing process, from
research and development labs to factory operations and customer interactions.

The Organization for Economic Co-operation and Development has proposed a
classification of five distinct categories of indicators for the purpose of assessing the
knowledge-based economy. These categories include inputs, stocks and flows, outputs,
networks, and learning (OECD, 1996). Over time, by conducting several studies on the
knowledge-based economy, it has been found that these indices are not sufficient. Thus,
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their number is constantly increasing, in 2005, the existence of almost 60 criteria was
observed (Godin, 2005).

Through the specific characteristics of the knowledge-based economy, it can be easily
distinguished compared to the traditional economy (Tocan, 2012). First, this area of
economics does not revolve around the consumable nature of resources but instead
focuses on abundance. Secondly, geographic location is no longer a limiting factor in
organizational impact and capacity. Using the right technology and methodologies, it is
possible to establish virtual markets and virtual organizations that offer advantages
such as increased efficiency and flexibility, continuous operation, and worldwide
accessibility. It is also noted that by using knowledge of organizational processes, the
products or services obtained can be sold at a higher price.

Methodology

To analyze the importance of knowledge and understand how it flows within an
organization, a qualitative approach has been chosen: the interview. The present study
is based on qualitative research methods, taking the form of a semi-structured
interview. Interviews are more effective than questionnaires in collecting narrative
data, which allows researchers to examine people's perspectives and beliefs in depth
(Kvale, 1996, 2003, cited by Alshenqeeti, 2014). Keeping in mind that the objective of
the study can only be achieved by fully understanding consumer perception, the
research tool used was the semi-structured interview. This type of interview involves
the formulation of an interview guide in advance, which reflects the research objectives
and allows obtaining satisfactory answers in relation to the research questions, and at
the same time, facilitates obtaining satisfactory answers by guiding the respondents to
obtain relevant and satisfactory information (Kallio et al, 2016). In this type of
interview, the researcher has more flexibility to deepen the opinion of the respondents,
as predefined questions formulated in the interview guide are used, but offers the
opportunity to add relevant questions during the discussion (Alshenqeeti, 2014). In
addition, this method allows participants to provide more information that may be
important in the process, such as personal stories or ideologies they believe in.

Since this study focuses on knowledge within organizations that operate in the field of
road freight transport, a company that fits in the described profile has been chosen to
be analyzed. The business entity fits the criteria for medium organizations in terms of
size and turnover. However, it is important to mention that the organization is a family
business. Thus there may be certain particularities specific to this type of organisation
that may arise. Furthermore, employees on different levels of the hierarchy were asked
to participate in individual interviews to understand how they perceive knowledge and
how it flows within the selected organization. In total, six persons were interviewed.
Considering the purpose of this study, this approach aims to understand subjective
views on the matter. In addition, the researcher has observed the organization and how
it operates over six months. All the observations regarding the topic of this study have
been noted through time and analyzed alongside the data gathered in the interviews.

The information gathered was then analyzed in accordance with the research questions.

This study aims to answer the following questions: (1) How is knowledge perceived in
a medium-sized organization? (2) How do medium-sized road freight transport
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company employees perceive current knowledge-sharing practices? (3) What role do
digital tools and technologies play in enhancing knowledge and associated concepts
within the organization?

Results and discussion

The sample of this study comprised six persons, as follows: the two owners and four
employees, two of whom held higher level positions, one who had more experience in
the organization, and an employee who has been working for the organization for less
than a year. The respondents were chosen so that their answers could showcase how
knowledge and its associated concepts are applied and integrated within the
organization. The communication was good during the interviews, and many valuable
insights were gathered. The next part of this paper aims to answer the research
questions and make parallels with relevant literature.

How is knowledge perceived in a medium-sized organization?

First and foremost, the respondents defined what knowledge means in the organization.
The most common themes were routes, types of freight, and pricing. Moreover, the
participants highlighted that networking plays a crucial role in knowledge management
in his studied organization. This is mainly because it enables communication and
information exchange with people outside the organization. The information is
transferred to the organization, increasing knowledge and increasing competitive
advantage.

Business models based on the development and accumulation of knowledge-related
resources are considered the most significant sources of competitive advantage (Garcia-
Perez et al., 2023). The final product and financial performance of a company represent
the sure visible aspects of an organization's success, but to be able to offer the best
possible product or service and, implicitly, increase financial performance,
organizational processes must be constantly improved and adapted. From this
perspective, knowledge plays a crucial role, as it facilitates problem-solving and
innovation.

Owners, who also have executive positions within the organization, highlighted the fact
that most of the decisions are based on knowledge gathered in years of experience. This
has allowed them to make fewer errors in new projects and has overall eased the
decision-making process. In addition, the owners, who are also the founders of the
business, reckon that processes run smoother if proper knowledge is applied and
shared. In other words, the development of the organization is based on knowledge.

These findings align with previous literature on knowledge management and how it can
enhance organizational development. The concept of knowledge management has
become a central topic of interest in the field of organizational development, serving as
a strategic approach to stimulate innovation and gain a competitive advantage (Bastidas
etal., 2023).

A knowledge-based organization comprises four key characteristics, namely process,

place, purpose, and perspective (Zack, 2003). The term "process" encompasses the
various operations carried out within an organization, including both the primary
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functions related to the creation of products or the provision of services, as well as the
secondary functions, which are of a supporting but equally important nature. The term
"place"” refers to the boundaries of an organization, which, in the context of information
sharing and creation, frequently extend beyond conventional legal boundaries. Purpose
encompasses a business's overall mission and strategic approach, delineating the
intended means of effectively serving its customer base while maintaining profitability.
Perspective is the cultural beliefs, values, and norms that shape and constrain an
organization's choices and behaviors.

How do medium-sized road freight transport company employees perceive current
knowledge-sharing practices?

In the studied organization, knowledge is shared via multiple channels, such as phone
calls, text, WhatsApp messages, and e-mails, as well as through face-to-face
conversations. Since various channels are used, information is not centralized, and
sometimes it is hard to trace. Even if these channels allow for knowledge to be
transferred fast, if it is not absorbed on time, it may be challenging to find it after some
time has passed. That is why it is important to integrate the knowledge into the
transport management platform so that it can be easily accessed.

Integrating diverse knowledge within organizational systems and processes not only
enhances organizational performance but also increases the overall value of knowledge
within the organization (Tocan, 2012). This is due to the fact that, by combining the
individual knowledge held by individuals within an organization with the common
knowledge, the overall level of knowledge increases, both at the organizational and
individual levels. Thus, knowledge integration is a win-win process, both for the
organization and for its human capital.

The concept of a knowledge-based economy refers to economies that are based
primarily on the generation, dissemination, and use of knowledge and information
(OECD, 1996). Thus, the knowledge-based economy refers to a continuous flow of
information from individual to organization, organization to individual, and individual
to individual. This process increases the general level of shared knowledge, and their
integration within organizational systems is facilitated.

Poor communication is the most common issue identified within the context of
knowledge sharing. [ssues such as interpersonal communication were raised, as well as
a poorly organized process of communication. This aspect, in turn, affects the speed of
processes. Furthermore, one of the barriers that were identified is the fear of making
mistakes. Effective knowledge management enables organizations to gain insights and
learn from failures and achievements within their operational activities (Tohara, 2021).
Although mistakes are often perceived as a negative, they can actually be the key driver
of innovation. For example, implementing a completely new project that has not been
done before within the organization can prove to be a difficult and error-ridden process.
However, if mistakes are corrected and understood, they can lead to enormous progress
that would not have been possible without them.
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What role do digital tools and technologies play in enhancing knowledge and
associated concepts within the organization?

According to the respondents of this study, digital tools and technologies play a crucial
role in enhancing organizational communication. Since the information is available on a
shared platform that operates as a transport management system, knowledge can be
transferred more easily from one department to another. In addition, all the
respondents highlighted that the tracking software available for interested parties is a
very useful tool for gathering, storing, and sharing information.

Recent studies show the need to integrate knowledge management with digital
resources. Competencies associated with organizational governance and management
should encompass the essential capabilities, knowledge, and skills to effectively oversee
(i.e., plan, manage, operate, and use) the use of digital technology responsibly and
innovatively (Bastidas et al,, 2023). Given that technology is a key element in the
contemporary organizational environment, all organizational processes must be
digitized as much as possible to facilitate workload and development.

Conclusions

As an entity develops and evolves, it encounters other entities and different
environments; new knowledge is implicitly assimilated. Thus, knowledge could be
defined as the totality of information, notions, ideas, and concepts that an entity has
accumulated and assimilated throughout its existence, which are an integrated part of
the way both the internal and external environment are perceived outside. Knowledge,
undeniably, represents the most valuable resource, both for individuals and for
organizations. Management needs to consider the totality of knowledge that an
organization and its employees possess to capitalize on it.

It has been showcased that employees perceive knowledge as a very important aspect
that guides their everyday activities. Furthermore, lack of knowledge has been
highlighted as a factor that affects the speed of various processes within the
organization. Unlike finite resources that diminish with use, information and knowledge
possess the unique characteristic of being shareable and able to expand through
practical implementation.

The present paper has certain limitations, mainly due to the approach chosen for the
research. First and foremost, generalizations cannot be made since the study was based
on information gathered from a singular business entity. Thus, further research
involving studying similar organizations in knowledge management is needed.
Furthermore, considering that the organization is a family business, the information
flow differs from other types of organizations. However, interesting aspects were
highlighted in this study and can be discussed in further research, such as the knowledge
flow in family businesses and how family relationships can affect communication and
knowledge sharing.
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