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Abstract The objective of this empirical study is to explore the influence of socio-
emotional factors, with a focus on shyness, on knowledge management prac-
ticesin a Thai organization. The research adopts an interpretive stance and
employs a case study approach involving multiple data collection methods.
The paper is based on one author’ s personal expertise and close involvement,
for over a decade, in the selected case study organization for over a decade.
Using a grounded theory research approach, the study indicates that while
shyness is overall perceived as a positive Thai cultural feature, it critically
influences (1) the social network ties and relationship between employees
withinand acrossteams, (2) theresulting level of trust, including with manage-
ment and senior staff, and (3) the ability to share and create knowledge
effectively in the organizational socio-cultural environment. The study is
limited to a Thai organization, but can be generalized to other organizations
that exhibit similar characteristics. Thisempirical study providesafoundation
to further the research and the validation of the summary of themes that
emerged from this empirical study.
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1 INTRODUCTION

Knowledge management (KM) has become an important ingredient to sustain
competitivenessin developing countries (Wagner et al. 2003). Very few articles, unfor-
tunately, havereported KM implementationsand strategiesin devel oping countries. The
ones that do include China (Burrows et a. 2005), Maaysia (Wei et a. 2006), India
(Chatzkel 2004), and sub-Saharan Africa(Okunoye 2002). Thesestudieshaveidentified
severa distinctive features, including varying levels of expertise to adapt and adopt
technologies, distinctive socio-cultural features, and lack of availability of human and
financial resourcesto nurture KM practices (Okunoye 2002). A call has been made for
further researchto exploreKM indifferent organizational and cultural (regional, national,
and international) contexts in developing economies.

Although technology plays an important role in the successful implementation of
KM initiatives (Koenig 2002), a number of distinctive socio-emotional features such as
shyness have an equally important role and influence (Chaidaroon 2004), in particular
in the cultural context of developing countries. Shyness in the study is defined as the
presence of inhibition and discomfort (such as tension, worry, awkward behavior, and
gaze aversion) in social situations (meeting strangers, for instance) (Cheek and Buss
1981).

Thailand is an example of a developing country where a number of distinctive
cultural features have been identified, including shyness (Chaidaroon 2004). Therefore,
it represents an interesting case to conduct a study on the influence of shyness on KM
practices within an organizational context. While KM practicesin Thailand have been
reported on later than in other countriesin the region, several private and public organi-
zations have aready initiated ambitious KM programs and initiatives (\V orakul pipat and
Rezgui 2006). There is an interesting trend in the region to promote a competitive
economy through technology and knowledge infused practices at a societal level. For
example, the Ninth Malaysian Plan (2006-2010) has as one of its objectivesto raise the
capacity for knowledge and innovation, whereas the Ministry of Research and Tech-
nology (MRT) of Indonesiahasidentified information and communicationstechnologies
asapriority field to add value to itsindustries.

The aim of the paper is to explore the influence of shyness on KM practicesin a
selected Thai organization. Assuch, the coreresearch questionis, how does shyness (as
a socio-emotional characteristic) influence, and how is it influenced by, knowledge
management practices in an organizational context? The paper makes two main
contributions. First, drawing on therich dataof aThai IT research service organization,
it generates a grounded understanding of the influence of shynesson KM. Second, the
paper proposes asummary of themes devel oped from the grounded analysis of gathered
primary data evidence from the case study, using socia capital and related literature.
Thiswill alow researchers and practitioners to conceptualize and research further the
influence of shynesson KM. The paper isorganized into seven sections. Following this
introduction, the paper presents related literature, and then the research methodology
employed in this study, which involves a case study approach. The research results are
then given, followed by the discussion. Finally, recommendations for further research
are presented and conclusions are drawn.
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2 RELATED RESEARCH

Previousresearch has highlighted theideathat technol ogy adaptationsin devel oped
countries occur continuously in response to misalignments, gradually leading to a
successful alignment (Leonard-Barton 1988). Thisisin contrast to devel oping countries,
which tend to rapidly adopt technology created by developed countries, often in an ad
hoc way (Archibugi and Pietrobelli 2003). In 2002, the National Science Foundation
reported that more than 84 percent of theworld’ s scientific and technological production
is concentrated in developed countries. Developing countries have only marginally
increased their participation, which emphasizes the scientific and technological gap that
existswith the developed world. Also, insevera of theinformation technology installa-
tions that were created and adapted for organizations in developing countries, local
(regional and national) factors were not taken into account. This has resulted in out-
comes that do not fit the needs of the direct beneficiaries in the developing nations
(Cyamukungu 1996).

While the above is applicable to KM, the crucia issue might not relate only to
technol ogy but alsoinclude other factors, such ascultural -based resistance: “technology,
designed and produced in developed countries, is likely culturally-biased in favor of
industrialized socio-cultural systems, technology transferred to developing countries
meets cultural resistance” (Straub et al. 2001). Moreover, it is reported that thereisa
significant gap in the understanding and maturity of KM between Asian developing
companies and those in developed countries. This can be explained by the fact that
American and European companies have had KM strategies and initiativesin place for
over adecade, while Asian devel oping companies are still attempting to understand and
apply the concept of KM (Yao et a. 2007).

Chaidaroon (2004) indicates that shyness is a national characteristic that distin-
guishes Thai culture and communication styles from Western (developed countries)
counterparts. Thal people tend to place high value and responsibility in interactions
through the process of receiving messages—in fact, Thai silence is a positive sign of
respect (Knutson 2003). Chaidaroon (2003) argues that shyness or not speaking up can
sometimes be strategically performed by Thai people to gain recognition from others.
In addition, Thai cultureis more hierarchical than in Western societies (McCampbell et
al. 1999), which can engender alarge gap between people due to personal barriers such
as shyness. Based on this secondary evidence drawn from the literature, conducting an
exploratory study in a national context (Thailand) is beneficia to further research and
understanding of the role and impact of shyness on KM in a different socio-cultural
context. Thisjustifiesthe use of shynessasanational cultural variable as opposed to an
individual characteristic in the context of this exploratory study, as argued by Choo
(2003).

Tobemoregeneral, research on human and organi zational aspectsrelatedto KM has
focused on understanding the sociaization and organizational dimension of KM
(Becerra-Fernandez and Sabherwal 2001). The concept of social capital has recently
been adopted within the di scipline (Huysman and Wulf 2006; L esser 2000; Nahapiet and
Ghoshal 1998), emphasizing therolesof trust, motivation, and social cohesionwithinthe
organization. Clearly, the higher the level of social capital, the more communities are
stimulated to connect and share knowledge (Huysman and Wulf 2006).
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3 RESEARCH APPROACH

Theresearch aims at investigating the role of socio-emotional factorsin the context
of knowledge management in a Thal organization. The authors thus needed to gain an
in-depth understanding of KM practicesin the selected case study. Empirical studiesthat
collect such data can be broadly classified as interpretive case studies (Walsham 1995).
Thistype of approach has been selected sinceit aimsto understand human thoughts and
actioninsocial and organizational contextsand to produce deep insightsinto information
systemsphenomena(Klein and Myers 1999). However, there are significant differences
of methodology and theory under broad, interpretive case studies. Theremainder of this
section is devoted to describing the specific approach adopted in the research and the
reasons for the choices.

The research methodology is based on grounded theory (Glaser and Strauss 1967).
Thisismotivated by thefactsthat (1) grounded theory “isaninductive, theory discovery
methodology that allows the researcher to develop atheoretical account of the general
features of atopic while simultaneously grounding the account in empirical observations
ordata’ (Martinand Turner 1986, p. 141), (2) grounded theory facilitates“ the generation
of theories of process, sequence and change pertaining to organizations, positions and
social interaction” (Glaser and Strauss 1967, p. 114), and (3) there are few guidelinesfor
analyzing qualitative data (Miles and Huberman 1994) and it has been argued that
grounded theory approaches are particularly well-suited to dealing with the type of
qualitative data gathered from interpretive field studies (Martin and Turner 1986; Oates
2005).

Site sel ection was guided by atechnique of theoretical sampling (Straussand Corbin
1998, p. 201): “datagathering driven by concepts derived from the evolving theory and
based on the concept of making comparisons.” BETA (the name of the organization has
been disguised), aservice organization in Thailand that conductsresearch ininformation
technology was thus selected as a case study for the investigation as the authors believe
that BETA exhibitsa KM-rich environment to address the research question. Also, site
selection depends on easy access for the case study. It isworth noting that one of the
authors was not only employed by BETA, but had a close involvement and critical role,
for over a decade, in BETA's IS and KM implementation initiatives. Indeed, the
researcher has, over the years, acquired substantial personal knowledge of the organi-
zation's culture and work environment. Therefore, the organization welcomed the
researcher to conduct thisin-depth case study, and provided adequate support throughout
the research. Also, because of personal involvement and role ain the organization, the
researcher chose to analyze the collected datain an interpretive way based on his own
experiences.

BETA wasfounded over 20 yearsago. It employsmorethan 600 people, amgjority
of whom are highly educated and work in research and development production
departments. BETA initially acted as a research supplier to Thai industries for over a
decade. Following an increasing demand for R& D, BETA has transformed itself from
a supply-driven to a demand-driven organization. This demand-focused strategy has
helped BETA address and meet the needs of Thai organizations more effectively. Inthe
late 1990s, management initiated alarge KM program. Inthefirst stage, acollaborative
system was deployed and adopted to help staff collaborate more effectively while
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promoting knowledge-friendly practices. Also, physical and virtual socia spaces have
been provided for sharing knowledge. Later, management deployed a knowledge
repository system to encourage staff to codify tacit knowledge and experience into are-
usableform. A number of incentives have been introduced, including monetary rewards
and recognition to motivate peopl e to share and create knowledge. While KM initiatives
have been underpinned by IT, it was found that the organization was not successful in
achieving the objectives of thoseinitiativesand the overall resultswerelessthan desired.
Itisbelieved that a socio-cultural feature, shyness, has critically influenced the achieve-
ment of BETA'sKM initiatives. Thisjustifiesthe need for research on the influence of
shyness on KM in the context of BETA.

Data were collected through a variety of methods: semi-structured interviews,
observation, and documentation. An interview guide was developed to collect critical
qualitativedatafromall four “core” production (R& D) departments. Theinterview ques-
tions addressed a number of areas, including organization nature, teamwork and organi-
zation environment, information technol ogy adoption, knowledge sharing and creation,
and organizational change.

Before interviewing, the selected interviewees were encouraged to explain their
knowledgebackgroundincluding their level of previouseducation, work experience, KM
experience, etc. Twelve top management and key persons from the production
departments were subjectively selected as interviewees as they were perceived to have
permission to provide critical (or sensitive) data and constructive comments. Tape
recording was used for nine interviewees, while the others requested not to be recorded
during the interview.

Besides coallecting sensitive data from management staff, additional data from
employees were captured in the mode of direct observation (Yin 2003) throughout the
entirestudy. Theresearcher wasprovided an opportunity to observeemployees’ working
styles, environments, and reactions. Moreover, as the researcher had worked in BETA
for over adecade, he had a chance to discussinformally some underlying issues among
his colleagues and other employees. Also, documentation about the organization was
examined in-depth.

Thedatatriangulation technique was chosen to analyze data collected from multiple
sources (Yin 2003), since“it is particularly beneficial in theory generation asit provides
multiple perspectives on an issue, supplies more information on emerging concepts,
allowsfor cross-checking, and yields stronger substantiation of constructs’ (Orlikowski
1993, p. 312). Theresearchinvolved multiplerealitiesthat wereinterpreted by different
viewpoints, therefore, a broad variety of these have been particularly made in the field
study. TheBETA casewassupposedtoillustrate differing viewpointsamong empl oyees,
managers, and theresearcher. Asan interpretive stance was adopted, thefindings of this
study would comprise the researcher’ s own interpretations and those of others (respon-
dents: employees and managers) who were involved in the study. However, as the
researcher controlled the study, the work is ultimately presented from the researcher ‘s
perspective, atypical criticism of interpretive studies. Moreover, since the interpretive
study may require sensitivity to possible biases and systematic distortions in the
narratives collected from the participants (Klein and Myers 1999), the researcher might
not take the informants’ views at face value.

Finally, the process of data collection, coding, and analysisisiterative (Glaser and
Strauss1967). Thisiterative processonly finisheswhenit becomesclear that further data
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no longer triggers new modifications to the data categories and emerging theory, that is,
the research has reached theoretical saturation (Strauss and Corbin 1998). Eisenhardt
(1989) notesthat overlapping data analysis with data collection can allow researchersto
take advantage of flexible data collection and make adjustments freely during the data
collection process. In the research, this process of data collection, coding, and analysis
was taken to validate that the researcher had captured the perspectives of theinformants
on the topic. Pattern coding techniques of qualitative analysis (Miles and Huberman
1994) were used to summarize segments of the data from interview transcripts and
observation notes, and then to determine categories or pattern codes.

4 RESEARCH RESULTS

A number of categories emerged from the data analysis using pattern coding tech-
niques of qualitative analysis (Miles and Huberman 1994). These are information and
communicationstechnology (1CT), teamwaorking, structureand culture, training, sharing
knowledge, and motivation for knowledge management. The pattern coding here is
processed iteratively. These categories are discussed below.

4.1 Information and Communications Technology (ICT)

Analysisof theinterview transcripts suggest that | CTshelp address shynessbarriers
asemployeesfeel more at ease when communicating via el ectronic means as opposed to
face-to-face in social or work contexts. Moreover, e-mail plays an important role and
seemsto be preferred to tel ephone and face-to-face interactions, in particular when these
involveinteractions between employeesand their senior staff. Also, intranetsand extra-
nets are highly valued as they promote flexible work, including access to document
repositories and knowledge, while minimizing physical social interactions between
employees. However, it is observed that this can have the adverse effect of hindering
socia cohesion between employees, which is essential to develop trust and sustained
relationships.

4.2 Team Working

Gathered datasuggest that tasksand R& D in BETA areachieved through teamwork,
and this emerges as the preferred mode of working across the organization. Hence,
strong socia relationships among employees are critical to promote effective working.
It hasbeen reported that abureaucrati ¢ (hierarchical) organizational structureisperceived
to inhibit positive socia relationships among employees, in particular when teams
involvemembersat variouslevelsof theorganizational structure. Theintervieweeshave
reported that a number of socio-emotional factors, including shyness (not speaking up)
and seniority, inhibit teamwork effectiveness as employees usually believe that they
should act in areceiver role in their team and should not elaborate and argue their own
ideas against the ones of older or senior staff. Some respondents suggest that a more
participative culture should underpin team working to gradually overcome the overall
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bureaucratic environment that characterizeswork at BETA. Promoting the appropriate
teamwork environment and atmosphere helps staff reduce their shyness and fears by
encouraging them to contribute effectively through constructive comments to managers
or team leaders. One interviewee confirms this and provides a suggestion to reduce
shyness:

The problem is that my employees are very shy and thus often reluctant to
present their ideas. Thisisa Thai behavior. But if | force themto do so, they
can. Inour meetings, | always allow my employeesto ask and comment about
everything. | hopethey, especially young employees, will be at ease and brave
enough to expose and present their innovative suggestions and ideas to me.

Moreover, another interviewee states that shyness may make employees miss an oppor-
tunity to sustain ties with others:

When we' ve got some guestswanting to visit our offices, our colleaguestend to
be shy and nervous to meet them. The problem is that they try to avoid dis-
cussing with them and present our work to them. | recognizethat thisisa Thai
behavior, but it would be better if they could get to socialize and know others.
Keeping up ties with significant people who visit usis always good.

4.3 Structure and Culture

Itisobserved that the dominant bureaucratic (hierarchical) organizational structure
within BETA may inhibit effective communication and employee participation and
contribution, also leading to personal barriers. Thisisreflected in existing working pro-
cedures (e.g., reporting layers) and may generate conflicting corporate cultures.
Althoughthehierarchical structureand culturein placeisperceivedto helpincreasetrust
and respect for senior staff, it inhibits self development as this amplifies employees
shyness instead of helping it. One respondent confirmed this:

The ideas are always finalized by only senior members. Young members
usually keep quiet, as they tend to be concerned about, and fear, the negative
impact of criticizing ideas expressed by older members.

Neverthel ess, the respondents perceivethat thisbureaucratic structureiswidely accepted
in Thai organizations, and it is a non-changeable organizational feature. Despite this,
they feel that promoting participation within a hierarchical organization can improve a
sense of collectiveness and help remove shyness barriers.

4.4 Training

The interviewees perceive that fostering a learning organization culture promotes
employee development. A variety of training methods such as formal training courses,
on-the-job training, and learning from documents can encourage staff to develop their
self-learning skills. Informal interna training (such as an informal forum during tea
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break) seems to be increasingly promoted as it allows people to exchange knowledge
within a casual environment while addressing personal communication barriers due to
shyness. Whiletraining is supposed to encourage lively interactions among trainers and
trainees, and create strong relationshi ps among employees during and after the training,
in practice the impact tends to be limited, as trainees tend to be too shy, as reported by
one interviewee:

Training would be ineffective if most trainees do not interact effectively with
trainers such as not asking any questions and keeping quiet because of their
reluctance and nervousness to speak in public.

4.5 Sharing Knowledge

The respondents perceivethat sharing knowledge by informal or traditional face-to-
faceinteractionispreferred to virtual means (supported by technol ogy) despite acknow!-
edged shyness barriers. It has been reported that collective knowledge sharing in infor-
mal (face-to-face) contexts, such asdiscussionforumsand coffeebreaks, ishighly valued
as this method can break shyness barriers between employees and management by
(2) establishing stronger relationships to develop trust among them, and (2) practicing
and improving their presentation skills to gain confidence. One interviewee clearly
explains that gaining confidence to remove shyness should be addressed before sharing
knowledge in ateam.

Firstly our objective is not knowledge sharing. We just want to practice their
[employees'] presentation skills to reduce shyness and gain self-confidence.
I’ mquite surethey have good knowledge of their work, but thishasalwaysbeen
difficult to share with others. They need to practice how to speak confidently
in public and make the audiences under stand them.

The same interviewee adds a solution to improve presentation skills.

Another objectiveisto archive knowledge. | use a technique whereby | record
their knowledge experience so that it becomes reusable. Then | invite my col-
leagues to watch the recording and be self-critical by identifying their
weaknesses and thus improve further their presentation skills.

On the other hand, virtual contexts also have been developed to break shyness
barriers, as participants do not need to identify themselves and thus express their facial
emotions. While this method seems promising, someinterviewees believe that it istoo
informal and facial emotions cannot be expressed through this channel, as it is very
important in formal interactions to avoid misunderstanding during communication.

4.6 Motivation for Knowledge Management

The respondents perceive that rewards are not always motivating them to share
knowledge, as they do not feel that rewards impact their work performance. However,
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if reward systems are used in the organization, these should be reliable, reasonable, and
fair enough to motivate peopleto shareknowledge. Itisobserved that employeesare till
reluctant to share knowledge because they do not believe that the organization has
sufficient financial resources to provide rewards. There is an overall feeling that the
reward system/normisunfair and does hot factor in employees potential socio-emotional
barriersthat prevent them from adopting effective knowledge management practices. In
addition, one interviewee has reported the following:

Perceived inappropriatecriteriato get rewardslead to unfairness among staffs
and cause them to feel embarrassed to not qualify for rewards. The criteria
judge the employee performance based on the number of published research
papers, and the same criteria are used for all employees. Therefore, these
criteria encourage employees from R& D departments only, whereasit is very
difficult for those from other non-research areas such as administrative
departments to be rewarded. These are reported as unfair.

Nevertheless, it is observed that although employees feel that this reward system is
unfair, they are still shy enough to voice their concerns. They prefer to say nothing so
as not to upset their hierarchy. This is because senior people are perceived to be the
decision makersin Thai organizations, and it isvery common that Thai junior employees
aretoo shy to challengetheir hierarchy. Itisworth noting that management in BETA has
initiated an anonymous informal online discussion to allow employees to comment or
criticize anything they feel unsatisfied with in the organization. However, it has been
reported that anonymity considerationsarestill anissuein thistypeof interaction. Senior
staff should preserve the anonymity of participants in the discussion, and thus establish
trust in relation to the use of such techniques.

5 DISCUSSION

Asgrounded theory facilitates “the generation of theories of process, sequence and
change pertaining to organi zations, positions and social interaction” (Glaser and Strauss
1967, p. 114), it is essential to base the discussion on existing relevant theories. This
discussion will be based on social capital theory. Nahapiet and Ghoshal (1998) suggest
that social capital should be considered in termsof threedimensions. First, the structural
dimension refers to the opportunity to connect with each other. Second, the relational
dimension refersto the character of the connection between individuals and motivation
to share knowledge. This is best characterized through trust, norms, obligation, and
respect. Third, the cognitive dimension refersto the ability to cognitively connect with
each other in order to understand what the other isreferring to when communicating and
sharing knowledge. Thediscussion of shynesselaborateson how shynessis(1) affecting
network ties and relationships, (2) affecting trust between people, and (3) affecting the
ability to share and create knowledge. Thus, this section will involve the three dimen-
sions of structural opportunity, relational motivation, and cognitive ability.
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5.1 Structural Dimension

The concept of thestructural dimension of socia capital isusedto refer tothe overall
pattern of connections between actors affected by shyness. The results confirm that
shyness at work is perceived to inhibit the creation of strong social relationships among
employees. It isobserved that employees feel nervous when working with people they
have not worked with previoiusly. They usually believethat they should act in areceiver
role in their team and shyness can sometimes be strategically performed to gain recog-
nition from others, as argued in related literature (Chaidaroon 2004).

To reduce shyness in ateam, the results suggest that promoting adequate environ-
ments (informal, casual, and in smaller groups) and providing opportunities to staff to
practice their presentation skills can yield promising results, as confirmed by findings
related to the concept of open-mindedness (Al-Saggaf 2004). Employees are offered
informal forums during teabreak, |eading to the opportunity of speaking with each other,
especially visitors, without the potential of reducing shyness. It issuggested that amore
participatory culture should be promoted in BETA.

Beyond pure communication, a virtual space that allows the creation and devel op-
ment of online collaboration may foster the structural dimension of social capital. The
results suggest the adoption of virtual spaces (such as online discussion forums) to help
boost confidence and reduce shynessbarriers, leading to theinitiation of effectiveonline
communities. Also, thisvirtual space canhelp employeesdirect themselvesto strengthen
existing social ties or build up new ones (Huysman and Wulf 2006). A substantial
amount of research suggests that the use of the virtual space has the potential to break
down some barriers to participation by removing certain psychological elements
including shyness encountered by employees when expressing their views in public
meetings (Al-Saggaf 2004). Additionally, Al-Saggaf (2004) notes that online com-
munities hel p people become more open-minded in their thinking, and be more aware of
the wider characteristics of individuals within their society.

5.2 Relational Dimension

Therelational dimension hereis based on a socially attributed characteristic of the
relationship including trust and norm. This sub-section aims to discuss how shyness
affects trust between people.

The results show that shyness may lead to alack of motivation including trust, or
simply alack of awareness or lack of value being ascribed to sharing information with
others as confirmed in Clayton and Fisher (2005). It isobserved that employees are shy
when they do not achievethe samework objectivesastheir colleagues. They sometimes
believe that the organizational norm to evaluate them is unfair and this may have the
result that they feel paranoid and do not trust others.

In terms of trust development among shy people, BETA has promoted an informal
forum in physical social spaces to motivate employees to speak out publicly without
shyness. This method leads them to establish good relationships, resulting in the
development of trust. On the other hand, the relational dimension is aso characterized
throughtrust of othersinvirtual environments. Althoughtheabovediscussion (structural
dimension) emphasizes the advantages of avirtual spaceto reduce shyness, on the nega-
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tive side, it isargued that participantsin the virtual world may neglect trust within their
family or social commitments and may become confused about some aspects of their
cultureand religion (Al-Saggaf 2004). Thiscan be explained by thefact that human net-
worksin Thai physical contexts (including face-to-faceinteractions) play the pivotal and
strategic role of developing trust and relationships, asreportedin related literature (Choo
2003; Thanasankit and Corbitt 2000).

5.3 Cognitive Dimension

The cognitive ability dimension of social capital here refers to the ability of the
human actorsto cognitively connect with each other with shyness. This subsection aims
to discuss how shyness is affecting ability to share and create knowledge.

The results demonstrate that most employeesin BETA are shy to participate in the
discussion in ateam because they are nervous when speaking in public. Also, shyness
possibly is perceived to cause unwillingnessto receive any assistance about information
transfer and knowledge acquisition when it is offered even when needed (Nahl 2001).
To foster the cognitive dimension of social capital, an appropriate representation of the
history of knowledge-sharing activities may be useful sinceit allows the human actors
to better understand and refer to past interactions (Huysman and Wulf 2006). As
reported in the results, the idea of recording all presentations on digital archives for
subsequent viewing by the presenters and other staff has been suggested. Thisideais
perceived to improve their shyness problems and thus their presentation performances,
leading to improved knowledge sharing and creation.

5.4 Initial Theory Generation

The analysis of the case study for this research reveals how shynessinfluences KM
in a Thai organization. While, the discussion portrays shyness as problematic, it has
generated a number of interesting findings.

»  Although shynessisaThai positive cultural characteristic and communication com-
petence notion, it seemsto inhibit KM practices and creation of social relationships.

* ICT isperceived to help gain confidence and break shyness barriers, but it may not
help devel op trust among people, and may not be suitable in abureaucratic culture.

» Trust and self-confidence are perceived to motivate shy people to share and create
knowledge rather than any other rewards.

* Improving staff communication and presentation skills are a prerequisite before
addressing effective knowledge sharing and creation.

* Abureaucratic cultureasobservedin BETA (or hierarchical structure), which causes
seniority concerns, islikely to result in shyness barriers.

However, the discussion al so opens up areas where shynessis very much subject to
interpretation. Thefact that itisperceived asdifficult to change an organizational culture
in Thailand does not necessarily equate with negativity. Some perceptions are accepted
as akey and non-changesble feature of Thai culture. People in the organization prefer
to preserve their culture (e.g., bureaucratic structure) regardliess of the impact on KM.
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Table1l. Summary of ThemesIncluding Variables of the Influence of Shyness on
KM Practices

Per spective Variable
Technology Impact of technology in breaking shyness barriers
Organization Perceived influence of organizationa structure and
management in addressing shyness barriers
People Perceived role of human networks and KM socialization
activities in addressing shyness barriers

Using the concept of social capital, the study can characterize Thai peopl€e’'s
experiences with KM. A summary of themes including variables of the influence of
shyness on KM practices (Table 1) conceptualizes the thinking presented in this study
in the general form, using three perspectives analyzed from the pattern codes and
discussion: technology, organization, and people.

First, the variable “impact of technology in breaking shyness barriers’ in the
technology perspective refers to the level of impact of adopted technology in reducing
shynessharriers. Technology, for example, includesvirtual environment and knowledge
management systems. Second, the variable “perceived influence of organizational
structure and management in addressing shynessbarriers’ in the organization perspective
referstothelevel of influence of organizational issuesincluding organizational structure,
policy, and change in reducing shyness barriers. Last, the variable “perceived role of
human networks and KM socialization activities in addressing shyness barriers’ refers
to thelevel of role of social networking, social capital, knowledge sharing and creation,
and KM motivation in addressing and breaking shyness barriers. Each variable in the
summary of themes helps researchers determine the level of KM influence in each
perspective whereas practitioners may find it useful to take into account the levels
measured by researchers to implement and adopt KM in their organization. The
recommended future research is detailed in the next section.

6 RECOMMENDATIONS FOR FURTHER RESEARCH

Further investigation in other Thai organizationsis highly recommended to validate
and test the summary of themes, and then attempt to generalize it to Thailand. Further
studiesin Thailand may take into account the following issues:

» Validation: The need for the validation of the theory developed in thisresearch is
essential to determinethe level of KM influence variablesin each perspective. The
levels can be measured by survey questionnaire using a scale. Each variable is
assumed to develop a number of questions. For example, a variable “impact of
technology in breaking shyness barriers’ may involve many questionsin relation to
intention to use, perceived usefulness, voluntariness, client satisfaction, etc.
Moreover, this further research aims to test whether the selected organization will
represent the same cultureas BETA, influencing or influenced by the KM practices,
and whether the shyness feature is representative of the entire country.
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» Extension or simplification: During an investigation, the variables in the theory
could be extended or simplified if the researcher thinks them a subjectivefit for the
case, depending on many factors such as duration of field study, organizationa
culture, the researcher experience, appropriation, etc. For example, three perspec-
tives (technology, organization, and peopl€) could be subjectively extended to eight
new attributes including technology, organizational structure and policies, change
process, human network, social capital, knowledge sharing and creation ability, and
KM motivation, where appropriate.

Besidesshyness, further studieson different distinctive characteristicsareimportant.
Other distinctivecultural aspectssuch ascollectivism, power distance, conscientiousness,
and masculinity/femininity are reported to appear in Thailand and some developing
countries. Itwould beinterestingto further the research on theinfluence of these aspects
on KM practices. In addition, further studieswithin the context of devel oping countries
are highly recommended to manifest the status of KM practicesin these countries, to test
the extent to which there is a positive or negative trend toward KM awareness, and to
investigate the need for the theory developed in this research. However, the extent to
which richness of data can be captured about KM practices within an unfamiliar
organization by case study method remains unclear. Further studies may be conducted
by using alternative research methodol ogies such as action research and ethnography.

7 CONCLUSION

The research has investigated the influence of shyness on KM practicesin BETA,
aThai organization. It demonstratesthat an exploratory study on KM within a specific
organization is far from being objective as the multiple realities associated with KM
practices play out in variousways, resulting in the need for an interpretive case study to
conduct theresearch. The use of the grounded theory approach has hel ped generate a set
of insights, concepts, and interactions that address the critical organizational KM
elements—elementsfrom the casesin devel oping countrieslargely overlookedinthe KM
literature.

Thesummary of themesgenerated fromtheempirical findings suggeststhat shyness,
adistinctive characteristic of Thai culture, critically influences, and isinfluenced by, a
number of KM attributesin terms of technol ogy, organization, and peopl e perspectives.
The research demonstrates how shyness influences, and isinfluenced by, KM practices
which peoplein BETA have experienced. The study islimited to a Thai organization,
leading to the recommendations for further research. Validation of the theory, and
extension or simplification of the variablesis suggested.
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