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This research seeks to determine which sources of knowledge have the greatest effect on financial entities'
knowledge acquisition and management. A review of the literature on knowledge management examines four
key knowledge sources: Human resources, organizational management, technology adoption, and the business
environment. The study performs pairwise comparisons of variables through the analytic hierarchy process
(AHP), using a scale that captures the importance of each criterion, thereby simplifying the decision process. Re-
sults show that human resources and new technology adoption are the most effective sources of knowledge ac-
quisition and management. Specifically, one of the most effective elements is the organizational members'
reasoned knowledge (i.e., the ease with which organizational members draw conclusions from their tasks).

© 2015 Elsevier Inc. All rights reserved.

1. Introduction

Information development in the 21st century is so big that people
nowadays talk of the digital age and the knowledge society. The han-
dling of knowledge is now part of the field of organizational studies,
which leads to modifications in the handling of knowledge and gives
rise to “knowledge management” (Lin & Lee, 2006; Lundvall &
Nielsen, 2007).

Knowledge management plays a fundamental role in the success of
an organization's activities and strategies. Conversely, if organizations
fail to consider knowledge management, they may miss business op-
portunities. Therefore, one of the most important factors any business
must consider is knowledgemanagement (Von Krogh, 2009). Organiza-
tions have a special interest in acquiring knowledge but must be aware
that knowledge is the result of culture, structure, and strategy because
knowledge creation and use depends on the organization's values and
norms (Nonaka, Toyama, & Konno, 2000).

Several knowledge sources exist. Díaz (2013) cites the following
knowledge sources: Human resources, organizational management,
technology adoption, and the business environment. The success of
knowledge is a result of three factors: Changes that the organization

makes to internalize this knowledge, relations among employees, and
organization-driven development (Skyrme & Arnindon, 1997).

This study analyzes these four knowledge sources in European fi-
nancial entities. The financial system allows its study from three per-
spectives: (a) that of the institutions that form the financial system
(including financial authorities), (b) that of financial assets, and
(c) that of themarkets that operatewithin the system. This study focus-
es on the first perspective (i.e., the institutional perspective). This study
uses the analytic hierarchy process (AHP) (Saaty, 1980) to rank ele-
ments relating to financial entities' knowledge acquisition.

After this introductory section, Section 2 reviews the latest literature
on knowledge acquisition and management. Section 3 introduces the
AHP method and present results from a survey to (a) managers of re-
nowned financial entities and (b) university faculty. Section 4 discusses
the conclusions, the study's limitations, and future research
opportunities.

2. Theoretical framework

Knowledge management plays a fundamental role in the success of
organizations' activities and strategies, resulting from organizational
changes, innovation, employee relations, and organization-driven de-
velopment (Skyrme & Arnindon, 1997). Nevertheless, if organizations
take cost-saving shortcuts to manage knowledge without acknowledg-
ing the importance of the knowledge itself, the organization paradoxi-
cally generates new costs, and the service will not achieve optimum
financial performance (Darroch, 2005).
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Businesses operate in a knowledge economy, and they must there-
fore learn to work like knowledge-based organizations (Drucker,
1993; Holsapple & Singh, 2000). Accordingly, knowledge management
strategy refers to the systems and processes—including technology,
know-how, expertise, and skills—that transfer knowledge between in-
dividuals or groups. The challenge in developing knowledge manage-
ment strategies is to determine how to codify and transfer explicit and
tacit knowledge within the organization (Lin, 2011).

Knowledgemanagement activities are processes that require theuse
of organizational knowledge tomeet current and emerging needs, iden-
tify and exploit existing knowledge assets, acquire new knowledge as-
sets, and develop new business opportunities (Jarrar, 2002).
Therefore, knowledge management is an administrative innovation—a
new discipline building on the identification of a series of management
activities (e.g., creating, acquiring, exchanging, and using knowledge)
that allow organizations to maximize output by using members' skills
and experience (Lundvall & Nielsen, 2007; Scarbrough, 2003).

Studies on knowledge management traditionally focus on a specific
part of the organization (Lee & Choi, 2003). Authors focus on the explo-
ration of antecedents of knowledge management in a certain business
area. This approach lets scholars study both organizations in this area
of the business and organization of the business in general. Lee and
Choi (2003) examine cultural, structural, and technological aspects of
organizations because these aspects directly associate with knowledge
management.

2.1. Ways of acquiring knowledge

After reviewing the general literature on knowledge management,
the study now focuses on different sources of knowledge within
organizations—in this case, financial entities—that help organizations
manage knowledge. Knowledge management is a systematic and inte-
grative coordination process within organizations (Rastogi, 2000). This
study therefore examines knowledge acquisition via each of these
knowledge sources. Koskinen (2004) reports that distinguishing be-
tween the roles of explicit and implicit knowledge within the organiza-
tion is especially relevant. Thus in his study, he points out that language,
trust between an organization's members, and proximity relations play
important roles in knowledge management. In particular, proximity re-
lations refer to employees' awareness of colleagues' knowledge and the
availability of this knowledge to help employees solve specific problems
or perform their functions (Pereda-Marín, Berrocal-Berrocal, & López-
Quero, 2010).

This research groups knowledge resources into four broad groups
using Díaz's (2013) classification despite the existence of different
knowledge sources. These groups are human resources, organizational
management, technology adoption, and the business environment.
Each of these four sources comprises sub-groups that other authors
use in their research (Koskinen, 2004; Rastogi, 2000). This study divides
these knowledge sources in accordance with the way the organization
can acquire knowledge.

2.1.1. Human resources
Human resources account for a large part of the organization's

knowledge in terms of the values, capabilities, and experience of the
organization's members (Díaz, 2013). Within this human resource-
based knowledge, three types of knowledge exist (Holsapple & Singh,
2000).

Holsapple and Singh (2000) separate the activities that organization
members carry out when using knowledge resources into two levels.
First, high-level activities refer to experimentation and decision-
making through the collection and analysis of knowledgewithin the or-
ganization. Second, elementary-level activities refer to the processes
whereby organizational members acquire, select, internalize, and use
knowledge.When organizationalmembers select knowledge, they indi-
vidualize and organize new knowledge within the organization's

existing knowledge structures. Internalizing knowledge refers to the
process whereby organizational members assimilate and internally dis-
tribute already acquired and selected or generated knowledge. Internal-
izing knowledge usually implies structural changes of knowledge
resources within the organization. Finally, use of knowledge refers to
when organizational members apply their knowledge.

Through knowledge management, organizations have the opportu-
nity to generate new ideas and develop new business opportunities
via their members' socializing and learning (Lin, 2011). Holsapple and
Singh (2000) distinguish between three types of knowledge: Descrip-
tive knowledge (know-what); procedural knowledge (know-how);
and reasoned knowledge (know-why). Know-what refers to knowl-
edge that draws on descriptions of cases or situations. Through this
type of knowledge, individuals can describe the state of something.
Know-how refers to step-by-step specifications for completing a task.
Know-why refers to establishing conclusions from each particular
situation.

2.1.2. Organization
Numerous authors have reported that an organization's knowledge

is created within the organization itself (Fong, 2005; Koskinen &
Pihlanto, 2008; Love, Fong, & Irani, 2005). Thus, the organization creates
knowledge through its own practices.

Among the organizational sources that organizations can use tomo-
tivate individuals are culture, structure, management style, individual
and group learning, processes, and technologies. Through all these rela-
tions, organizations hope to convert tacit knowledge into explicit
knowledge. Once structured, knowledge repositories enable organiza-
tional members to access and use this knowledge so these members
can assimilate and adopt that knowledge. Organizations can therefore
encourage informed minds, awaken a sense of broader, better-
reasoned analysis, and enable knowledge creation (Schindler & Eppler,
2003).

Accordingly, this study observes that knowledge acquisition through
the organization strongly relates to knowledge from human resources.
To distinguish clearly between the two sources, however, this study fo-
cuses on management style as a means of acquiring knowledge.

Management style and business culture can distinguish onebusiness
from another, and reflect in the way businesses confront management
problems and opportunities, and the way businesses adapt to external
and internal changes and requirements. Organizational knowledge is
part of a business's new capital. Hoarding knowledge is no longer a sym-
bol of power (Nieves-Lahaba & León-Santos, 2001). Knowledge man-
agement allows managers to observe when knowledge becomes part
of the business culture. In other words, this study understands business
culture as the flexible capability to agree on what happens within the
business and its environment to manage the business as a whole in ac-
cordance with its strategic objectives.

The psychologist Lewin (1978) highlights three leadership styles
that remain themost common leadership styles in organizations: Auto-
cratic (whereby the leader alone establishes rules and guidelines), dem-
ocratic (whereby the group debates and collectively takes decisions),
and laissez-faire (whereby the leader gives all groupmembers the free-
dom to take decisions). Organizations must align leadership style and
knowledge management. To do so, organizations must establish pro-
cesses through which they capture, record, and spread knowledge
(Seguí-Mas, 2008).

2.1.3. Technology
Jeppesen and Frederiksen (2006) claim that computer software aids

connections between people, thereby providing solutions to financial
problems and tools to carry out tasks. Thus, the use of software allows
more effective knowledge management. In addition, because of the
growing use of social software, knowledgemanagement ismorewidely
and easily accessible (Nonaka & Von Krogh, 2009).
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