CHRFERERRE F2 k25 20U F LA

GiEES
AR A Y =)V & U TO T F Y FEt ik O AT 2 W5

WE —5

(Article]
Study on the Organizational Knowledge Creation with
Model Scenario Planning Method
— Case Study of a Company Sales Department Consulting Project —

Kazutaka NASU

Abstract

Creating the organizational knowledge is the source of the competitive strength of the company.
Tacit knowledge, that is said as know-how and knack, is very difficult to share among the company
because it cannot explain explicitly in language since it can be learnt only gaining the experience.
Such difficulty is the cause of performance gap between the experienced staff with success and
inexperienced ones. Because lack of experience means that they have not had the chance to
obtain the tacit knowledge and it cannot be supplemented by doing on the job training nor preparing
the work manual. This problem can be solved by developing tools for studying tacit knowledge
that people can share the valuable experience even if they have not had it directly. One of the
methods for studying tacit knowledge is developing model scenario with successful stories to be
able to share the successful experience among the company. Model scenario should have clear
story from the start to the end with tips from the successful experience, and it also should provide
views to execute the strategy of the company. With this scenario, people can understand the causal
relationship between their action and response that is considered being able to be studied only by
having experience by themselves. By making the structured map that shows causal relationship
in the model scenario, it can be used as a tool for knowledge creation. The structured map shows
the options what they should do to obtain expected response from the customer that is necessary
to put forward the business. By showing such actions, options, and expected response on the
structured map, tacit knowledge can be explained as causal relationship of the actions with many
options explicitly instead of using a metaphor. And such common understanding provides the basis
for producing a place for discussion in the company to create the new organizational knowledge.
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