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[Field Research]

Knowledge Management Strategy of a Franchise Business :
The Case of a Paris Baguette Bakery
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Abstract

It is widdy known that knowledge management plays a facilitating
role that contributes to upgrading organizationd performance.
Knowledge management systems (KMS), especidly, support the
knowledge management process including the sharing, creating, and
usng of knowledge within a company, and maximize the vaue of
knowledge resources within an organization. Despite this widdy held
belief, there are few studies that describe how companies actudly de-
velop, share, and practice their knowledge. Companies in the domestic
smal franchise sector, which ae in the early stages in terms of
knowledge management, need to improve their KMS to manage their
franchisees effectively. From this perspective, this study uses a qua-
itetive gpproach to explore the actual process of knowledge manage-
ment implementation. This article presents a case study of PB (Paris
Baguette) company, which is the first to build a KMS in the fran-
chise industry. The study was able to confirm the following facts
through the analysis of target companies. First, the chief executive's
support is a critical success factor and this support can increase the
participation of organization members. Second, it is important to build
a process and culture that actively crestes and leverages information
in knowledge management activities. The organizationd learning cul-
ture should be one where the creation, learning, and sharing of new
knowledge is developed continuoudy. Third, a horizontal network or-
ganization is needed in order to make reationships within the organ-
ization more close-knit. Fourth, in order to connect the diverse proc-
esses such as knowledge acquisition, storage, and utilization of knowl-
edge management activities, information technology (IT) capabilities
are essential. Indeed, IT can be a powerful tool for improving the
quality of work and maximizing the spread and use of knowledge.
However, during the congtruction of an intranet based KMS, research
is required to ensure that the most efficient system is implemented.
Finadly, proper evauation and compensation are important success
factors. In order to develop knowledge workers, an appropriate pro-
gran of promotion and compensation should be established. Also,
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building members confidence in the benefits of knowledge manage-
ment should be an ongoing activity. The company developed its orig-
ind KMS to achieve a flexible and proactive organization, and a new
KMS to improve organizationa and persona capabilities. The PB
cae shows that there are differences between participants perceptions
and actual performance in managing knowledge; that knowledge man-
agement is not a matter of formdity but a paradigm that assures the
sharing of knowledge; and that IT boosts communicetion skills, thus
creating a mutua rélationship to enhance the flow of knowledge and
information between people. Knowledge management for building or-
ganizational capabilities can be successful when consdering its focus
and ways to increase its acceptance. This study suggests guidelines
for mgor factors that corporate executives of domestic franchises
should consider to improve knowledge management and the higher
operating activities that can be used.

Keywords : Knowledge Management, KMS, Knowledge Sharing,
Learning Organization, Franchise
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