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Knowledge Management as a powerful tool to increase competitiveness. 
Exploring interrelations of knowledge management and adult learning in the 

context of the learning organization 

 

Introduction 

The knowledge economy is based on the learning organisation (Nonaka & Takeuchi, 1995), where the 
willingness to learn is the source of competitiveness, and maximum profit is not necessarily measured 
in money but in the organisation's knowledge. In such a context, thinking is the responsibility of each 
individual, which is realised at all levels of implementation and decision-making (Senge, 1994). When 
an organisation is transforming into a learning organisation, a key element of the process is to set up 
an effective and value-creating knowledge management system. 

As Fayol (2002) puts it, management is a well-defined process that involves anticipating, planning, 
organising, executing, coordinating and controlling the activities of others. According to Davenport and 
Prusak (2000), all this is related to knowledge, which has three distinct levels: data, information, and 
knowledge, where knowledge alone has contextualised, complex content generated in the human 
mind. According to Nonaka and Takeuchi (1995), knowledge develops through experience, and 
according to Siemens (2005), it is not necessarily acquired but is always present in the network. 
Knowledge management is thus a process-oriented activity that involves collecting, evaluating, 
cataloguing, storing, and reusing knowledge from different sources, providing access to knowledge 
and removing obsolete knowledge (Gamble & Blackwell, 2001). 

Davenport and Prusak (2000) also refer to knowledge management systems which have three 
main goals: 

1. To make knowledge and its role visible to the whole organisation 
2. To create a knowledge-intensive culture within the organisation 
3. To organise an infrastructure around processes that creates links between people 

Since long-term sustainable competitive advantage depends on the firm's resources and capabilities, 
it is up to managers to seek out rare and valuable resources that are difficult to replace and replicate 
and which can be exploited and harmonised with external factors through the system (Barney, 1995). 
Knowledge is a primary resource, especially in knowledge management-oriented firms. Knowledge 
sharing is essential for organisations; it is the basis of their effective functioning, it is probably already 
embedded in the strategy of many, but everywhere they are looking for ways and means to develop, 
share, 'catalogue' and reuse the knowledge that is inherent in the company's workforce (Israilidis, 
Siachou, Cooke and Lock, 2015). It is how unique, hard-to-replicate, valuable, scarce resources can be 
created. Dynamic market environments, high customer expectations, and successive rapid (often 
technological) changes are challenges to which the diffusion of a knowledge management approach 
offers effective responses, such as better results with less labour, reduced infrastructure costs, more 
satisfied customers, increased efficiency, and innovation. 

Empirical studies in the 1990s and 2000s (Nonaka and Takeuchi, 2006; Sandhawalia and Dalcher, 2011; 
Wang et al., 2014; Wu and Lin, 2013) have sought answers to questions such as whether knowledge 
management systems have a strategic impact on firms, whether they are related to financial 
performance, what is the relationship between the system operated and the competitive strategies 
chosen, how they contribute to innovation and the creation of new knowledge, what are the factors 
necessary for operating a knowledge management system or what are the barriers to its 
implementation, and what are the keys to a successful knowledge management system. Nevertheless, 
Hungarian researchers have only discussed these issues to a limited extent (Stéber & Kereszty, 2015; 
Tóbiás, 2016; Klimkó, 2001) by focusing on organisational learning; therefore, this study seeks to 
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answer similar questions and generates new findings in the Hungarian context. The research uses 
qualitative and quantitative methods; however, in this paper, we share findings from the data collected 
with the Dimensions of Learning Organisation (DLOQ) questionnaire (Watkins & Marsick, 1993) to 
determine the degree to which organisations operate as learning organisations. The research 
questions explored the initiatives at 3 Hungarian organisations, particularly the systems in use to 
manage knowledge, the processes these systems allow, the role of technology and the opportunities 
offered by different networks to support becoming a learning organisation. The survey was sent out 
to nearly 800 contacts at 150 small, medium and large enterprises; the total number of respondents is 
265. The sample is not representative; respondents from small companies are overrepresented with 
30%. Most respondents work in the IT sector (25%), and other sectors are represented with a minor 
(under 5%) within the sample.  

Knowledge management models 
All models include processes related to knowledge creation, flow, storage, and reuse. However, the 
focus is on different elements and approaches from model to models, such as sequencing, synergies 
and networks, and the impact of the external environment on knowledge creation, strategic thinking, 
decision-making or even problem-solving processes. All of these are closely linked to the organisational 
culture and strategy, so paying attention to their fit when implementing a model-based knowledge 
management system is essential. 

According to modern approaches, the primary driving force of an organisation is managed, which 
includes planning, for example, strategy setting. A strategy is nothing more than a vision, a plan that 
sets out the long-term objectives, defines the resources needed to achieve the objective and outlines 
how the objective is to be achieved. If we consider knowledge management as a management activity, 
according to Fayol (2002), then this activity implies strategy. Although three of the models only deal in 
detail with the topic of strategy formation, Nonaka and Takeuchi's (1995) model differs radically in its 
conception of strategy from the models of Watkins and Marsick (1995) and Bukowitz and Williams 
(1999). However, it is questionable to what extent the strategy imagined in the culture of hypertext 
organisations, which is based on Eastern philosophy and describes the vision of the future in 
metaphors, can be implemented in organisations that follow a Western philosophy sharply divided by 
Descartes' doctrines. 

Nevertheless, essential and even implementable elements of the knowledge management strategy in 
their model are the rotation of employees between functions, unrestricted access to information 
about the firm (regardless of position) and the competitive bidding of development projects within the 
organisation. In terms of strategy, Watkins and Marsick (1995) emphasise the building of 
organisational culture, the creation of a shared vision, the importance of strategic leadership and the 
role of managers (role model, leadership) in line with the organisational learning goals. On the other 
hand, the model of Bukowitz and Williams (1999) essentially focuses on strategy and thus sees 
knowledge management as a planned, well-structured, analysis-based activity with responsibility 
within the organisation, including planning and implementation, and learning and contribution phases 
as tactical steps. From the third analysis perspective, organisational culture can be a facilitator or a 
barrier to knowledge management processes; hence, these models consider it a key factor. 

The models discuss knowledge from a wide variety of perspectives. Watkins and Marsick (1995) 
emphasise the conceptual differences between organisational learning and learning organisation and 
the importance of mutual learning and dialogue, which can contribute to creating ever-renewing, 
collaborative knowledge. The SECI model (Nonaka & Takeuchi, 1995) stresses the importance of 
subjectivity and places the individual and the transfer of knowledge between individuals at the centre 
of knowledge creation and management (cf. Nonaka & Peltokorpi, 2006). Wiig (1993) focuses on 
knowledge systematisation, while Von Krogh, Roos and Slocum (1994) draw a dividing line between 
individual and community knowledge. Social knowledge is seen as a representation of networks and is 
considered the most important element in knowledge management. Bukowitz and Williams' (1999) 
model accounts for the obsolescence of knowledge and draws attention to the importance of 
managing such knowledge. 
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The level of technology is only sometimes mentioned as a critical factor, but it is touched upon in the 
storage of information. Wiig's (1993) framework addresses using tools in knowledge sharing. He 
mentions the need to create a "who knows what" repository, covering the references and libraries 
created in the background to make the knowledge as accessible as possible to all. Bukowitz and 
Williams (1999) distinguish between information management and knowledge management, the 
differentiating factor being that to access tacit knowledge, namely, it is necessary to link not only to 
content through technology but also to individuals or groups who know something. Von Krogh, Roos 
and Slocum (1994) emphasise the network of communities, which is inevitable today without an 
account of virtual communities. Given Nonaka & Takeuchi's (1995) understanding of tacit knowledge, 
the knowledge of the subject and the community, that knowledge is created, transmitted and reborn 
through individual and community interactions, it is perhaps not surprising that technology does not 
play a role in the model. Although Watkins and Marsick (1995) emphasised the importance of the 
characteristics of learning organisations, the organisational culture as an influencing factor, the fourth 
of the seven dimensions states that systems are set up to capture and share knowledge, which in their 
view can be high or low-tech systems, the point being that employees have access to the information 
stored there and that the organisation takes care of its maintenance. 

Knowledge management in the corporate context 
According to North, Reinhardt and Schmidt (2009), the euphoria of knowledge management studies in 
the 1990s had been replaced by reality, but primarily by pessimism: the knowledge management 
approach to optimise operations had no strategic effect on companies, as knowledge management was 
seen just as a method which had no particular relationship to financial performance; and it was found 
that the main barrier to implementation had been related to soft factors such as lack of trust in senior 
management, time management problems and the use of inappropriate tools (North et al., 2003). 

Nonaka and Takeuchi (1995) found that the creation of new knowledge depends heavily on how 
organisations capture tacit knowledge and how it is made visible and used in the organisation. 
Furthermore, their results show that personal commitment is an essential part of the process and that 
employees identify with the company's vision and mission and understand its operations and goals to 
be achieved. Hence, the role and responsibility of middle managers in knowledge management were 
emphasised, as they bring together the ideas of senior management and the experiences of employees 
while constantly questioning daily routines, using metaphors and concepts to voice the company's 
vision, intersections of horizontal and vertical information, i.e., they form a bridge between chaotic 
reality and vision (Nonaka, 1995). 

Sandhawalia and Dalcher (2014) examined how the flow of knowledge contributes to the creation, 
integration, and collaboration in processes through case studies. Their study demonstrated that 
collaboration supports knowledge flow, discovered interconnections between knowledge flow and 
functional areas, and confirmed that the existing knowledge of team members is incorporated into 
new knowledge. It is most often a necessary factor in problem-solving and development activities. 
Learning happens when mistakes are encountered, analysed, and corrected. New knowledge was 
created by analysing causal relationships and updating error lists, which were then incorporated into 
the existing knowledge base. Functional areas integrated experience and feedback, leading to further 
dynamic knowledge building, and this knowledge became an appropriate basis for decision-making 
processes (Sandhawalia & Dalcher, 2014). 

Similar results were revealed by Wu and Lin (2013), who demonstrated that firms create different 
competitiveness strategies that are tied to different knowledge management strategies. The primary 
strategy of the companies they examined was to look at the organisation as an innovator; in so doing, 
new internal knowledge was constantly exploited. Innovation was the employees' goal, so they were 
ready to share important information. Organisations with a relatively stable product or service base 
follow a competitive analytical strategy, building on internal and external knowledge and acquiring 
new skills through continuous improvement. Firms with a defensive strategy operated in relatively 
well-defined markets with standard products, following a knowledge management tracking/copying 
strategy, where employees extensively studied and searched for knowledge from external sources, 
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codified it, stored it in a well-documented form, and made it available to everyone. The study 
highlighted that if senior management did not define the right competitive strategy well enough, 
employees would not be able to find the most helpful knowledge available at the company. Hence, 
knowledge management did not support their market competitive strategy. Therefore, knowledge 
management strategy comes first, and only the technical background/infrastructure to support 
knowledge management practices, including tacit and explicit knowledge creation, conversion, and 
storage (Wu & Lin, 2013). 

Role of ICT in knowledge management systems 
ICT technologies' continuous development has also changed how information is obtained, stored, 
organised, and shared. In 2007, Kane and Alavi (2007) examined the role of ICT in organisational 
learning. They found that knowledge repository-type systems are more suitable for developing explicit 
knowledge, while communication technologies are more suitable for developing tacit knowledge. Van 
den Hoff (2004) believed that the use of ICT systems has only an indirect effect on the knowledge 
transfer process. It influences the commitment to the organisation, and its role is to break down 
communication barriers. However, according to Barret (2004), ICT provides a basic infrastructure and 
environment to support learning but needs to be to encourage effective learning. If the organisational 
climate is ideal, technology can contribute to transmission by providing the infrastructure for the 
knowledge community. Information technology undoubtedly provides a suitable platform for learning, 
processing, storing, and retrieving information, becoming knowledge in specific contexts. In this way, 
information technology facilitates knowledge management, accelerating and facilitating 
organisational learning. At the same time, organisational learning plays a crucial role in the 
implementation of information technology systems, especially for enterprise resource planning (ERP) 
and customer relationship management (CRM), mainly by helping the organisation to make effective 
use of technology (Malik et al., 2018). 

In the corporate sector, IT systems are generally classified into three categories: knowledge 
management, communication and collaboration systems, and decision support systems (Argote, 
2017). Knowledge management systems collect, store, share, and make available knowledge to 
increase productivity (Argote, 2017). An organisation learns faster and performs better if it has a piece 
of information technology-supported organisational memory (Argote, 2015). Communication and 
collaboration tools facilitate collaboration among individuals and groups and facilitate the sharing, 
capture, and dissemination of knowledge. Such as web 2.0 technologies include social web, blog and 
forum applications and systems (Aboelmaged 2018, Qi & Chau 2018). Finally, decision support systems 
support faster learning and quick adaptation to change. These include ERM, CRM and extensive data 
analytics systems. Systems capable of analysing the vast amount of data that accumulates in 
organisations most often play a significant role in generating new knowledge. (Calvard, 2015; 
Rodriguez 2017). 

The global COVID-19 epidemic has significantly impacted business worldwide, with McKinsey's 2020 
report saying that one of the most affected areas was the transformation of work-based learning. Most 
in-person training has been postponed or cancelled by companies in the Americas, Asia, and Europe. 
At the same time, organisations could not afford to develop the skills of their employees, so to continue 
to deliver value-creating learning programs, almost every organisation has relocated learning activities 
to virtual space, creating new training programs and platforms. In addition to tactical steps, new 
strategic goals have been set, such as building alternative digital learning strategies (McKinsey, 2020). 
The design and development of strategies brought to life strong collaboration between the various 
functional teams, such as HR, IT and platform technology experts, management, marketing and 
finance, and training delivery companies. Priorities had to be set as to which training is necessary and 
possible to move to a digital platform; hence, the optimal training portfolio had to be re-evaluated. 
The proportions of centralised and decentralised programs have also changed, as in the pre-virus 
period, many forms of training required a global, personal presence. Nevertheless, since it became 
increasingly difficult to manage these, organisations were forced to hold smaller virtual events to 
communicate knowledge to their employees effectively. 
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Finally, the epidemic has accelerated digital learning, which in this situation has become necessary to 
protect employees from falling ill, facilitating the promotion of learning on virtual platforms. Of course, 
this has made it necessary to improve the quality of digital programs and for leaders to find new ways 
to motivate individuals to learn. It was a successful tactic for senior executives to participate in online 
training and for social media elements to be incorporated into the learning process. Group learning, 
collaboration, and interactivity played a more significant role. Digital content developers had to re-
frame the "learning problem", rethink their experiences in the process, set priorities for learning goals, 
and select learning content that matched the previous ones (McKinsey, 2020). 

The Learning Organizations Questionnaire (DLOQ) (Marsick & Watkins, 2003) 
The Dimensions of Learning Organizations Questionnaire (DLOQ) (Marsick & Watkins, 2003) enables a 
zero diagnostic step of system implementation as it provides organisations with data on their current 
position in becoming learning organisation. According to the Learning Organisation Model (Watkins & 
Marsick, 1993), the fundamental prerequisite for implementing knowledge management is that the 
organisation adopts the learning organisation model and identifies with the concept. This model is 
based on the understanding that learning is not a linear process - even though most adult learning 
processes start from the instructor structuring the learning experience in some way –but it is instead 
a process where members of the learning organisation, e.g., employees, (also) learn from each other 
at work through dialogue. In the following, the model's dimensions and, thus, the questionnaire will 
be explained based on Watkins and Marsick (1993). 

The first dimension of the model is "Create continuous learning opportunities" (CL), which links learning 
to work so that employees can learn on the job; they have the opportunity for continuous development 
and participation in training. The second dimension describes the process of "Promoting inquiry and 
dialogues" (DL), whereby individuals can express their views and listen to the views of others, ask 
questions, give feedback, and gather experiences. The third process focuses on "Encourage 
collaboration and team learning" (TL), i.e., work is designed to be done in groups of people with 
different mindsets, where learning and work can take place together. Collaboration between members 
is valued and rewarded. The fourth action in the process is to "Establish systems to capture and share 
learning" (ES), which means that both high- and low-tech systems can share knowledge and be 
integrated into work. These are accessed and maintained by the organisation. "Empowering people 
towards a collective vision" [EP] is the fifth process that characterises the model. We mean that 
employees are involved in creating and implementing a shared vision; responsibility and decision-
making are shared to motivate employees to learn what they consider essential. The sixth dimension 
refers to "Connect the organisation to its environment" (SC), i.e., employees can see the impact of their 
work on the organisation as a whole to think systemically. Finally, the seventh process in the model 
ensures that learning is strategically embedded in the organisation, that is, "Provide strategic 
leadership for learning" [SL], i.e., learning is part of the leadership strategy, and leaders lead by 
example; most importantly, support individual and organisational learning and professional 
development (Marsick & Watkins, 2003.). 

The DLOQ questionnaire is a diagnostic tool which seeks to identify gaps, define intervention points, 
and define related indicators (Marsick & Watkins, 2003). It is used in empirical research, measuring 
significant shifts in organisational culture, systems and structures that also affect individual learning. 
More than 70 studies used it. Furthermore, it has been translated into 14 languages. By 2010, more 
than 200 companies had completed the questionnaire, which had been modified until the alpha 
coefficient on all scales was correct. The statistical bases are solid and reliable on all scales above the 
recommended level of 0.70. The validation studies of the DLOQ questionnaire (Marsick, 2013) have 
thus confirmed that the degree of 'learning culture' within an organisation is a good measure for 
human resource and organisational development research. For these reasons, this study employed it 
to inquire about learning in Hungarian organisations. 

Research questions 
Thus, this quantitative inquiry using the DLOQ questionnaire focused on the following questions: 

(1) What types of initiatives are detectable in these organisations? 
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(2) How do these organisations operate knowledge management systems? If knowledge 
management systems are available, what are employees' experiences? 

(3) What is the role of networked devices, techniques, and applications in the knowledge 
management system? 

(4) How are connectivist learning systems, tools and knowledge management related, if at all, in 
these organisations? 

Methods 
The adapted version of the Watkins and Marsick DLOQ questionnaire (Watkins & Marsick, 2003) had 
been used in Hungarian organisations whose employees responded to the survey voluntarily. (N = 269). 

DLOQ is a self-reported questionnaire, and the metrics are influenced by perception. Occasionally, only 
middle and senior executives can adequately answer performance questions during data collection 
and analysis. Further, it may also happen that current performance is based on the consequences of 
earlier activities, learning initiatives and outcomes that are not yet visible in the snapshot (if they are 
still at a very early stage), and, of course, the environment can change easily and quickly. (Marsick & 
Watkins, 2003) 

The DLOQ questionnaire was available in 14 languages and adapted to different sectors (for-profit and 
non-profit organisations, public sector institutions, health, and education institutions), with a total of 
7954 respondents from 5 countries (Horváth, 2019). These results confirmed the reliability and 
consistency of the questionnaire based on Cronbach's alpha indicators. 

The measure focuses on on-the-job learning and supportive organisational culture and interprets 
learning at the level of the individual, groups, and the organisation along its seven dimensions 
(Horváth, 2019). Two independent experts translated the English version into Hungarian, and then a 
third expert translated the Hungarian version into English (Horváth, 2019). Preceding this larger-scale 
data collection, we piloted the questionnaire with a sample of 37 people. The results of the pilot were 
checked for reliability (Table 1). 

Table 1. Cronbach’s alfa test of the pilot survey. Source: own editing based on SPSS results 

 

 

Analyses 
The one-way analysis of variance was used to compare groups or conditions. The normal distribution 
was checked with the Komogorov-Smirnov test. The sample did not show a normal distribution; 
however, as the sample was insignificant, we were permissive in this respect. Statistical tests were 
performed with the condition that the confidence intervals and the significance values could be 
interpreted. Therefore, the violation of the normality condition does not significantly influence the 
validity of the conclusions (Vargha, 2007). We also used the Levene test and ANOVA (F-test) for further 
analyses if the standard deviation was homogeneous. In the case of heterogeneous scattering, the 
Welch-Brown test was used. The results are presented in proportion to the valid responses, excluding 
the distorting effect of non-responses. 
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Results 
Descriptive statistics ranged from average to good results, with the weakest performing statements 
relating to sharing experiences, measuring training effectiveness, seeing problems as a learning 
opportunity, providing honest feedback, and listening to each other's opinions (Table 2). Respondents 
rated the support of leaders in implementing learning activities as the best. For the most part, 
respondents feel that their respective companies have increased the amount of IT investment. 

The DLOQ test is a self-reported questionnaire with metrics influenced by perception. Although 
individuals can complete the questionnaire, often only middle and senior executives can answer 
questions about performance appropriately. The statements about the company's performance have 
yielded above-average results of 4, but the high standard deviations show differing views in this regard. 
Therefore, the results will likely be affected by the position of the respondents at the company, as 
those working in lower positions have no view of these areas. It is also shown by the high number of 
missing items that many still need to answer or choose I cannot / do not answer option. 

Table 2. Evaluation of the company’s performance – descriptive statistics 

 
Source: own editing based on SPSS results 
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Aggregate descriptive statistics for the 7 dimensions 

The combined descriptive statistics for the different dimensions are shown in Table 3. About half of 
the respondents (N = 265) believed that their companies create opportunities for continuous learning 
and another 40 percent moderately agreed with this statement. Stimulating interest and dialogue and 
encouraging collaboration and teamwork show similar results. Far fewer agreed with the statement 
that their company has systems in place to capture knowledge, with over 50 percent disagreeing 
moderately or not at all. The dimensions related to the vision of the organization and its participation 
in shaping it, as well as its connection to the environment, also show weaker results, here the 
proportion of those who moderately or rather disagree is over 80 percent. The last dimension 
examined learning as part of a leadership strategy that yielded approximately similar results to the first 
three dimensions. Thus, based on the statistical results that describe the learning organization along 
seven dimensions, the examined organizations focus less on the vision, their systems and processes, 
and the environment around them. 

Table 3. Aggregate descriptive statistics for the 7 DLOQ dimensions 

 
Source: own editing based on SPSS statistics results 

Initiatives, knowledge management systems and experience in the light of technology 
One of the research questions focused on existing initiatives and knowledge management systems, as 
well as experiences related to those. Based on the answers to the questionnaire about the 
technologies used (N=265), the most common tools organizations use are video or teleconferencing 
for collaboration. The availability of a knowledge repository was confirmed by less than half of the 
responses, while 2/3 of the organisations store information about their products and services in online 
databases. 54 percent of the respondents stated that their organisation has internal online education 
systems and in-service training systems, however, 61 percent of the respondents indicated that such 
trainings require in-person presence. 36 percent of respondents claimed that they use “Best Practices” 
forums to share information. The presence of a CRM system is also common, with nearly two-third of 
respondents indicating that such a system exists in their organisation. Online internal social platforms 
also seem to have become widespread, with 77 percent of respondents confirming their usage. 
External online learning interfaces are less widely used, with only 46 percent. The use of technology 
was not a problem for the respondents, as 74 percent of them believed that the software and 
applications were user-friendly. 

In terms of technology use, the use of video or teleconferencing systems is the most common, while 
the presence of “Best Practice” forums is the least common. The distribution of technology use is 
shown in Table 4. 
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Table 4. Share of used technologies 

 
Source: own editing based on SPSS descriptive statistics 

 
Knowledge sharing and skill development 
The research questions also inquired into processes of knowledge sharing and skills development as 
well as the use of tools in relation to the dimensions of the learning organization. The results show 
that there are correlations between the use of the following tools and the dimensions. 

(1) Where respondents indicated the presence of the “Who-Knows-What” knowledge repository, they 
rated all dimensions (“Create cont. learning opportunities” r=7,9, p=0,000; “Promote inquiry and 
dialogues” r=11,3, p=0,000; “Encourage collaboration and team learning” r=9,3, p=0,000; “Establish 
systems to capture and share knowledge” r=0,67, p=0,001; “Empowering people towards a collective 
vision” r=8,4, p=0,001; “Connect the organisation to its environment” r=14,1, p=0,000; “Provide 
strategic leadership for learning”, r=12,4, p=0,000) of the DLOQ questionnaire better than those who 
did not indicate the use of this tool (Table 5). 
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Table 5. Correlations between the tool “Who-Knows-What” repository and dimensions of the DLOQ 
questionnaire 

 
Source: own editing based on SPSS ANOVA analytics results. 

 

(2) Respondents who indicated that information about the products and services is stored in a 
database rated the following dimensions higher: "Promote inquiry and dialogue" (r=4,2, p=0,022), 
"Establish systems to capture and share knowledge" (r=6,8, p=0,002), "Empowering people towards a 
collective vision" (r=5,8, p=0,010), and “Provide strategic leadership for learning” (r=5,9, p=0.008). 
Thus, the systematic storage of information seems to have an impact on the assessment of the 
organisations’ strategy and vision, as well as reflecting correlations with an organisational culture that 
is based on mutual interaction and dialogue. Nevertheless, as the descriptive statistics show, only a 
smaller percentage of respondents believed that the systematic storage of information was 
implemented in their organisation, hence, we may assume that lack of such an approach would have 
a negative effect on the assessment of the vision and corporate culture of the surveyed organizations 
(Table 6). 
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Table 6. Correlations between the tool “Products/services in online repository” and dimensions of 
the DLOQ questionnaire 

 
Source: own editing based on SPSS ANOVA analytics results. 

 
(3) Interestingly, the availability of internal online education systems shows a non-significant relation 
with one single dimension, which is the “Creation of a continuous learning opportunity” (r=1,9, 
p=0,069). Whereas the course system that requires a personal educational presence shows a 
connection with every dimension, including the “Creation of a continuous learning opportunity” (r=7,9, 
p=0,000). This difference in relationships may indicate that employees in the organization have 
different views and perceptions of the potential impact of online and in-person learning opportunities 
(Table 7/a & Table 7/b). 
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Table 7/a. Correlations between the „available online training systems” and other DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics results. 

 

Table 7/b. Correlations between the „available online training systems” and other DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics results. 
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(4) The use of videoconferencing and teleconferencing has an impact on the dimensions "Creating 
opportunities for continuous learning" (r=7,1, p=0,000), "Encouraging collaboration and teamwork" 
(r=4,3, p=0,008), "Establish systems to capture knowledge" (r=5,2, p=0,004) and "Provide strategic 
leadership for learning" (r=6,9, p=0,002), meaning that the more these technologies are used, the 
better these dimensions are perceived (Table 8). 

Table 8. Correlations between “Usage of video and teleconference tools” and the DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics results. 

 

(5) The emergence of the “Best Practices Forum” correlates with all dimensions (“Create continuous 
learning opportunity r=5,9, p=0,001; “Promote Inquiry and Dialogue” r=5,2, p= 0,003; “Encourage 
collaboration and team learning” r=9,1, p=0,000; “Establish systems to capture and share learning” 
r=12,5, p=0,000; “Empowering people towards a collective vision r=9,1, p=0,001; “Connect 
organisation to its environment” r=8,5, p=0,000; “Provide strategic leadership for learning” r=11,6, 
p=0,000), but in terms of means, it seems lower rated among respondents (usage=36%). In other 
words, this tool appears in a few places, but where it appears, it has a clear positive relation to 
systematic knowledge management, in particular and the learning organization, in general. The 
presence of a CRM system shows similar correlations, and it is used by nearly 60 percent of companies 
(Table 9/a & Table 9/b). 
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Table 9/a. Correlations between „Existing Best Practice Forums” and DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 

 

Table 9/b. Correlations between „Existing Best Practice Forums” and DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 
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(6) The presence of social platforms has a clear impact on teamwork and shows a strong correlation 
with the dimension "Encouraging cooperation and teamwork" (r=4,3, p=0,009), “Establish systems to 
capture and share learning” (r=10,2, p=0,000), “Connect the organisation to its environment” (r=5,1 
p=0,010) and “Provide strategic leadership for learning” (r=7,8, p=0,002) (Table 10). 

Table 10. Correlations between „Presence of internal social platforms and DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 

 

(7) Respondents who perceived that the IT systems available were easy to use rated the dimension 
"Creating a continuous learning opportunity" (r=2,9, p=0,038) higher than those who disagreed with 
the statement. It seems that easy usage of IT systems can contribute to the feeling that the 
organisation creates a continuous learning opportunity. However, this variable has no effect on all 
other dimensions, meaning it is not a sufficient condition for learning and sharing. 

Table 11. Correlation between „Easy usage of IT systems” and „Create continuous learning 
opportunity” dimension of DLOQ questionnaire 

 
Source: own editing based on SPSS ANOVA analytics results 
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Operations of KM systems 

This research has also investigated how organisations operate knowledge management systems and 
whether according to respondents, their organisation has the potential to become learning 
organisations. In so doing, the correlation between organisational performance and the different 
dimensions are considered as significant indicators. The results of the ANOVA showed that the 
performance indicator "Customer satisfaction is higher than in recent years" has significant 
correlations with three dimensions. 

• Providing continuous learning opportunities (r=2,4, p=0,012): respondents who think that the 
organisation provides continuous learning opportunities tend to agree more with the statement 
that their organisations had higher customer satisfaction in the year of the survey than in the 
previous year. Where learning is not considered a factor, the mean value of the response to 
customer satisfaction is rather low (M=2.55; SD=0,72). However, those indicating some learning 
opportunities (mean values greater than 3) tend to have higher customer satisfaction than in 
the previous year. 

• Encourage collaboration and teamwork (r=2,7, p=0,003); respondents who think that their 
organisations encourage collaboration and teamwork also tend to agree with the statement 
about customer satisfaction. 

• Systems are put in place to capture knowledge (r=2,4, p=0,028); perhaps unsurprisingly, 
organisations that pay attention to putting systems in place to capture knowledge (i.e., to make 
tacit knowledge explicit) are more likely to achieve customer satisfaction. 

Table 12. Correlations between „Perceived Customer Satisfaction level” and different dimensions of 
DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 

 

Leadership and the concept of “continuous learning” 
When examining whether managers' need for continuous learning has an impact on the development 
of a learning culture, the results across the different dimensions show that the more prevalent the 
strategic attitude of managers is in an organisation towards learning, the more likely it is that 

• Opportunities for continuous learning are created (r=12,6, p=0,000), i.e., employees talk openly 
about mistakes, can support each other's learning, the organisation provides resources and time 
for learning, and problems are seen as learning opportunities. 

• Interest and dialogue are encouraged (r=14,2, p=0,000), i.e., open, and honest feedback, 
listening to each other, asking questions, respecting each other, and the energy to build trust. 

• Collaboration and teamwork are encouraged (r=12,3, p=0,000), i.e., teams are given space to 
shape their goals, teams focus on working together beyond the task, review their positions in 
response to new information, team encouragement is present, and employees have confidence 
that their suggestions will be considered by the organisation. 
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• The organisation leaves room for employees to shape the vision (r=15,9, p=0,000), which 
includes recognising their initiative, giving them the choice to shape the division of labour and 
control over resources, encouraging calculated risk-taking, and seeking to ensure that different 
levels and groups have a shared vision. 

 
Table 13. Correlations between the „Strategic leadership for learning” and other DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA results. 
 
The ANOVA test shows a significant result that mentoring and development in an organisation have an 
impact on the elements of the creation of continuous learning opportunities. That is, the more it is 
typical in an organisation for management to mentor and develop employees, the more likely it is that 
employees in will help each other in learning (r=13,3, p=0,000), interest and dialogue will be created 
(r=14,4 p=0,000), employees will interpret problems as learning opportunities (r=12,0, p=0,000), and 
the organisation will encourage employees to develop a customer-friendly approach (r=17,7, p=000) 
and to think globally (r=19,5, p=0,00)(Table 14). 
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Table 14. Correlations between mentoring and other DLOQ dimensions 

 
Source: own editing based on ANOVA analytics. 

Organisational culture and the learning organisation 

As the company’s vision is an essential element of a learning organisation, we examined the impact of 
management support on the different dimensions of the vision characterizing the organization. The 
ANOVA test showed significant results in all cases. Thus, the more significant the support of 
management for the vision and mission, the more likely it is that 

• collaboration and teamwork are encouraged (r=12,6, p=0,000), i.e., teams are given space to 
shape their goals, they also focus on collaboration and are rewarded for their joint successes. 
They can be confident that their suggestions will be considered, and they will be ready to revise 
their position in response to new information. 

• the organisation is connected to its environment (r=13,7, p=0,000), meaning that it encourages 
employees to think globally, considers customer perspectives and the impact of decisions on 
employee morale, seeks applicable solutions to problems, by also working with external 
communities. (Table 15) 

Table 15. Correlations between shaping the company’s vision and other DLOQ dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 
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The statistical test also showed a significant correlation between keeping managers up to date and 
providing continuous learning opportunities (r=6,3, p=0,000) and encouraging cooperation and 
teamwork (r=7,5, p=0,000). In other words, the more informed employees are about issues affecting 
the organisation, the more likely it is that, among other things, encouraging collaboration and 
teamwork will create the conditions for both individual and group learning (Table 16). 

Table 16. Correlations between up-to-date information provided by the managers and other DLOQ 
dimensions 

 
Source: own editing based on SPSS ANOVA analytics. 

A significant component of organisational culture is the promotion of interest and dialogue. The 
analysis shows that the category means are significantly different from each other. In particular, 
encouraging interest and dialogue has an impact on 

• the creation of continuous learning opportunities (r=18,6, p=0,000); the more typical it is for an 
organization to encourage interest and dialogue among employees, the more likely it is that 
employees will openly talk about mistakes and consider how to learn from those, help each 
other in learning, identify future competencies, and it is also typical that in this case the 
organisation will provide financial and time resources for learning. 

• encouraging collaboration and teamwork (r=17,8, p=0,000), i.e., in organisations where dialogue 
is encouraged, teams are likely to be given space to shape their goals, team members are treated 
equally, there is a focus on how teams work together, colleagues tend to review their positions 
in response to new information, and care is taken to reward teams for their collective 
achievements. Hence, in such organisations, employees perceive that the organisation will take 
their suggestions into account. 

• Connectedness to the environment (r=11,1, p=0,000); where collaboration and dialogue are 
encouraged, the organisation is more supportive of work/life balance, more likely to encourage 
employees to think globally and take account of customer views, more attentive to the impact 
of decisions on company morale and more likely to engage with external communities. 

• and the presence of learning at the strategic level ("Provide a strategic leadership for learning"; 
r=17,8, p=0,000), a significant element of which is the attitude of managers to learning (Table 
17/a and 17/b). 
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Table 17/a. Correlations between inquiry and dialogue based organisational culture and other DLOQ 
dimensions 

 

Source: own editing based on based on SPSS ANOVA Analytics. 
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Table 17/b. Correlations between inquiry and dialogue based organisational culture and other DLOQ 
dimensions 

 

Source: own editing based on based on SPSS Scheffe Analytics. 
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Networking – collaboration with external communities 

The ANOVA test showed that there is a significant relationship between existing external cooperations 
and the creation of continuous learning opportunities (r=3,6, p=0,000), the strength and direction of 
the relationship was tested using Spearman's rank correlation, which showed that the relationship is 
strong and positive (r=3,5, rho=0,32). Thus, the more prevalent the collaboration. the more certain the 
Presence of continuous learning opportunities is. Also, the more prevalent the Presence of continuous 
learning opportunities, the more prevalent the collaborations are, as perceived by the employees 
(Table 18/a and 18/b).  

Table 18/a. Correlation between co-operation with external communities and Continuous learning 
opportunity dimension of DLOQ 

 
Source: own editing based on SPSS ANOVA analytics 

 

Table 18/b. Correlation between co-operation with external communities and Continuous learning 
opportunity dimension of DLOQ 

 
Source: own editing based on SPSS Spearman rank correlation. 

 

The Spearman correlation also showed a significant strong positive relationship between continuous 
learning opportunities and the encouragement to think globally (r=10,8, p=0,000, rho=0,58). That is, 
the more present continuous learning opportunities are, the more likely it is that employees have the 
ability to think globally (Table 19/a and 19/b). 
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Table 19/a. Correlation between global thinking and continuous learning opportunity. Source: own 
editing based on ANOVA analytics 

 

 

Table 19/b. Correlation between global thinking and continuous learning opportunity. Source: own 
editing based on Spearman’s rank correlation 

 

 

Discussion  

According to the Learning Organisation Model (Watkins & Marsick, 1993), learning organisations first 
should see if they can identify themselves with the concept itself. For this, they need to understand 
what learning and knowledge are, how the learning process is structured and what the relationships 
are between the different dimensions of the model. 

The results show that organisations seem to focus most on creating opportunities for continuous 
learning, stimulating interest and dialogue, and encouraging teamwork. Areas with less emphasis are 
(1) encouraging employees to participate in shaping the vision, (2) connecting to the environment, and 
(3) creating knowledge capture systems. Creating opportunities for continuous learning and 
encouraging collaboration and teamwork are thus common in organisations, and the results of the 
questionnaire suggest that both have an impact on perceived customer satisfaction. If we take Nonaka 
and Takeuchi's (1995) spiral model and consider its first step, namely, socialisation, we understand 
that individuals' tacit knowledge is surfaced and shared in groups through collaboration. However, 
externalisation – where knowledge becomes explicit through fixation and shared within teams – does 
not necessarily take place. In its absence, the combinatorial phase – where explicit knowledge is 
interpreted, sorted, synthesised, and transformed into new forms – is also difficult to achieve. Hence, 
this calls into question the internalisation phase, where new knowledge would be put into practice and 
adapted to individual knowledge. One of the challenges of knowledge management is organisational 
learning, which is based on the learning of individuals, because "without individual learning there can 
be no organisational learning, but individual learning is no guarantee of organisational learning" 
(Senge, 1990, p.139). From the organisational point of view, an important aspect of knowledge 
management is the feedback of experience and the incorporation of knowledge into the memory of 
the organisation in a way that allows for two-loop learning. This means that the organisation, and 
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within it the individual, is constantly reflecting on and 'questioning' the practices and processes already 
in place (Gamble and Blackwell, 2001). 

Another challenge today occurs in adult learning, namely, how to shift access to learning content and 
responsibility for learning into spaces that are sufficiently flexible and open to individual learning 
pathways, and how to make it attractive for adults to take the risks that arise from the contrasts 
between current knowledge, values and norms and new knowledge, while the expected rewards are 
unknown. It is essential that both the organisation and the individual benefit from the advantages of 
knowledge transfer (cf. Senge, 1999). Several concepts of work-based learning define the workplace 
as (1) "a workplace where knowledge is created and shared", (2) "the workplace is part of the 
knowledge society" or (3) "the workplace is an organic entity capable of capturing and adapting 
knowledge" (Candy and Matthews, 2003). Learning and knowledge are closely related concepts, which 
also implies that effective knowledge management systems must take into account the differences 
between learners and the factors that influence adult learning (Gamble and Blackwell, 2001,). 

Providing continuous learning opportunities and encouraging cooperation and teamwork are common 
in companies, and the results of the questionnaire show that both have an impact on customer 
satisfaction. Less common is the Presence of systems for capturing knowledge, which also has an 
impact on customer satisfaction, so improving this area could have a positive impact on the 
relationship between providers and their customers. Petr Suchánek and Maria Králová (2019) studied 
the correlation between customers' product knowledge and customer satisfaction. Results show that 
product knowledge directly influences satisfaction and business competitiveness, which is also 
influenced by customer's loyalty (Suchánek, Králova, 2019). This means that in the long term, it is vital 
to take the knowledge of the products and the customer's behaviour into consideration, which also 
emphasises our study's results that the Presence of systems for capturing knowledge has an 
increasingly important role in knowledge management systems. The customer data helps to 
understand the customer, so to develop strong bonds of trust and commitment with them (Rajan & 
Jayanthi, 2020). Sharing information about customers, customer involvement, long-term partnerships, 
joint problem solving, and technology-based CRM can lead to business success and enhance innovation 
capabilities, namely product, process, marketing, service and administrative innovation (Migdadi, 
2019). Recently organisations realised that KM plays a key role in CRM success (Salomann et al., 2006) 
as CRM processes are based on a large amount of knowledge (Bueren et al., 2005), so this led to the 
integration of customer relationship management (CRM) and knowledge management (KM) (Migdadi, 
2019). 

In both Nonaka and Takeuchi (1995) studies and Watkins and Marsick's (1993)' models, management plays a 
significant role in knowledge management, which our results have also confirmed. We thus claim that 
managers should be aware of their role in managing organisational knowledge and be willing to reflect on and 
adjust their behaviour which influences the complex processes of becoming a learning organisation. 

In so doing, the ICT investments pay off; our results show that the more it is invested in ICT 
infrastructure, the more likely the organisation will have more highly skilled employees in its total 
workforce. As a result, there should be an increase in employees who acquire new skills. However, it 
should be remembered that ICT only provides the essential infrastructure and the environment to 
support learning; more is needed to encourage effective learning (Barret, 2004). Hence, technology 
facilitates knowledge management, accelerating and facilitating organisational learning; it increases 
the organisation's ability to make more informed decisions and may impact its performance and 
competitiveness. Nevertheless, the human dimension contributes to organisational learning, which 
then plays a crucial role in the efficient implementation of information technology systems, primarily 
when enterprise resource planning (ERP) and customer relationship management (CRM) systems are 
used (Malik et al., 2018). 

In terms of tools, the organisations surveyed use a wide range of information technology; the most 
common are video or teleconferencing systems, while the least common is the Presence of the "Best 
Practices" forums. The use of video and teleconferencing positively impacts several dimensions, such 
as the creation of continuous learning opportunities, the encouragement of collaboration and 
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teamwork, and the perception of managers' strategic approach to learning. The Presence of a 
"knowledge repository" database shows positive correlations with all dimensions of the DLOQ 
questions that the availability and the use of an information database on products/services influences 
the stimulation of interest and dialogue among employees, the Presence of knowledge capture 
systems, the shaping of the company vision and the strategic attitude of managers towards learning. 
Among the training opportunities and systems, in-person training significantly impacts employees' 
perception of creating continuous learning opportunities more than online training. The least common 
systems are the "Best Practices" forums, although these positively impact all dimensions of the DLOQ 
questionnaire. Social platforms have the most significant impact on the perception of teamwork. 

As for how organisations operate knowledge management systems and whether they are likely to 
become networked learning organisations, we found that the continuous learning needs of 
management impact the development of a learning culture. The more positive the respondents felt 
about this, the more they perceived the "presence of continuous learning opportunities", the 
"encouragement of interest and dialogue", the "encouragement of collaboration and teamwork", and 
"the opportunity to participate in shaping the vision" as positive. Further, where managers support 
employees to participate in shaping the vision, there is a greater likelihood that teams will be given 
space to shape their goals, focus on collaboration and are more likely have a reward system for shared 
success. Additionally, the up-to-date information managers provide impacts how employees perceive 
the creation of continuous learning opportunities and the encouragement of cooperation and 
teamwork. In other words, the more informed employees are about issues affecting the organisation, 
the more likely they are to create individual and group learning conditions, including collaboration and 
teamwork. Encouraging interest and dialogue also create opportunities for continuous learning and 
teamwork and for connecting with the environment. Namely, where this is encouraged, employees 
are more likely to help each other learn, identify skills for the future, talk openly about mistakes, pay 
attention to team collaboration (including rewards), and the company provides resources for learning. 
Encouraging dialogue also impacts taking customer perspectives into account and achieving global 
thinking. 

Mentoring, by one definition, means a technique that strengthens knowledge management by giving 
opportunities for conversations across boundaries and creating a new opportunity to meet experts 
both inside and outside the organisation (Chakpitak, 2010). Based on our results, mentoring and 
development also substantially impact continuous learning opportunities. Where some form of the 
mentoring process is in place, employees are more likely to help each other learn, interest and dialogue 
are encouraged, employees interpret problems as learning opportunities, and they are more likely to 
consider the customers' perspectives. Where mentoring opportunities are available, there is a greater 
chance of motivating people to learn from each other. Mentoring is an effective method of transferring 
knowledge that contributes to building the organisational memory, which has significant potential for 
organisations' competitive advantage. A request to train and mentor others means empowerment that 
has a positive effect on the organisation-based self-esteem also (Dunham, 2010); it brings an additional 
benefit by supporting building relationships and trust within the organisation (Chakpitak, 2010). 

Finally, if the organisation is more environmentally focused, employees are more likely to be willing to 
think globally and take customer perspectives into account. However, although respondents who 
perceived IT systems as easy to use rated learning opportunities in the company higher, IT 
infrastructure is necessary but needs to be a sufficient condition for becoming a learning organisation. 
The enlisted other human dimensions must also be available. Cooperation with and embeddedness in 
the external environment shows weak results, although it positively impacts the creation of continuous 
learning opportunities. In line with our findings, Von Krogh, Roos and Slocum (1994) place particular 
emphasis on the network of communities, which is inevitable today without an account of virtual 
communities. It also shows where firms who want to become learning organisations can implement 
development plans. 

As for the relationship between connectivist learning techniques, systems and tools and knowledge 
acquisition and transfer processes, we found that cooperation with external organisations has a clear 
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positive impact on creating continuous learning opportunities. Thus, the more prevalent such 
collaborations are, the more confident the Presence of ongoing learning opportunities is. Moreover, 
the more prevalent the Presence of ongoing learning opportunities is, the more prevalent 
collaborations become. Similarly, the more dominant the Presence of continuous learning 
opportunities is, the more likely employees will be able to think globally. 

 

Conclusions 

Our study shows that organisations may need to be fully aware of what learning and knowledge are, 
how their learning processes may be structured and how these could help them to become a learning 
organisation. They primarily focus on providing continuous learning opportunities to the employees, 
neglecting other essential factors such as connectedness to the environment or establishing systems 
for capturing knowledge. They face challenges in effective adult learning, especially in the 
externalisation and internalisation phases. Implementing mentoring processes hence could be an 
efficient tool to provide partial solutions. 

Customer satisfaction is a crucial success factor for business competitiveness, although its 
connectedness to knowledge management systems needs to be recognised and more integrated, as 
we found in this study. Understanding and enhancing this factor could lead to increased productivity 
and innovation capabilities. 

This study also claims that managers may need to be more fully exploiting their potential for managing 
organisational knowledge. However, their behaviour influences the complex process of becoming a 
learning organisation. Development of the learning culture also relates to their potential; nevertheless, 
some factors, such as encouragement of shared interest, dialogue, teamwork, and collaboration or 
employees' participation in shaping the companies' vision, clearly play a supportive role in this regard. 

Finally, ICT investments pay off; although technology can only be seen as a facilitator of KM, there 
needs to be a clear understanding of technology's influence on other dimensions such as strategy, 
leadership, future vision and continuous learning opportunities. 
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