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ABSTRACT

ThisqualitativestudyaimstoexaminethematuritylevelofIndonesiangovernmentinstitutions(IGI)
and state-owned enterprises (SEO) in knowledge management (KM). KM maturity is measured
usingthreeKMcomponents—people,process,andtechnology—andcategorizedusingfourlevels—
develop,standardize,optimize,andinnovate.Thisresearchcollectedandanalyzedvariousforms
ofqualitativedata,suchassecondarydata, in-depthinterviews,andobservations.Anintegrative
casestudywasconductedandresultedinaclearunderstandingoftheimplementation,level,and
outputofKMmaturityinIGIandSEOs.Researchfindingscanbebrokendownintotwooutputs:
(1)ThefirstistheidentificationofKMimplementationinIGIandSEOs,whichformedthebasis
oftheauthors’KMmappingplot.KMhasbecomeastrategytomanifestbureaucraticreforminIGI
tobecomeknowledgeableinstitutionsindisruptivesettings.(2)Thesecondisamethodtopropose
KMmaturitylevel.FutureresearchcouldincorporatetheefficacyvariablesofKMimplementation
anddevelopKMmaturitytypologycriteria.

KEywORdS
Indonesian Government Institutions, Knowledge Management Implementation Mapping, Knowledge 
Management Maturity, State-Owned Enterprises

1. INTROdUCTION

Organizationsmustbecomeknowledgeableorganizationstosurviveinthedigitaldisruptiveera.A
knowledgeableorganizationisconsciousoftheknowledgeneededtofunctionandisabletoevolve
itssystemstoensureitspeoplemasterthisknowledge(Collins,2004).Astheliteraturehasstated
thatinnovationcananswerthechallengesofthedigitaldisruptiveera(Asawa,2018),knowledge
organizationsmustknowhowtoinnovate.
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Inthecontextofgovernmentorpublicorganizations,changesinthedisruptiveerahavebecome
majorchallengesandresponsibilitieswhencarryingoutpublicservices.Asgovernmentinstitutions
areaspecifickindoforganization,withdifferentproblemsandlevelsofrepresentation,accountability,
and responsiveness than enterprises in the private sector, these organizations should not import
knowledgemanagementtoolsandmodelsfromprivatecompanieswithoutconsideringthecontext
inwhichitfunctionsasagovernmentinstitution.

ThisresearchusedIndonesiangovernmentinstitutions(IGIs)andstate-ownedenterprises(SEOs)
asacasestudy.IGIsandSEOsarecurrentlyconductingbureaucraticreformsthathaveapivotalrole
inmakingIGIsclean.ThefirstmovementofbureaucraticreforminIndonesiain1998wasmarked
by the promotion of clean governance through a corruption, collusion, and nepotism program.
Bureaucraticreformalsohadthemajorpurposeofencouragingtheestablishmentofeffectiveand
efficientorganizations.Toachievethis,everygovernmentinstitutionhadtoutilizeandempower
theirintellectualcapital,includinglearningfrombestpractices.However,acommonobstacleisthat
knowledgeandexperienceinanorganizationareoftenscatteredandun-documented.Muchofit
mightexistonlyinthemindsoftheindividualsintheorganization(tacitknowledge).Totransform
individual(tacit)knowledgetoorganizational(explicit)knowledge,theorganizationneedstouse
knowledgemanagement(Herscheletal.,2001;Jones&Leonard,2009).

Knowledgemanagementcanfunctionasatoolintheprocessoforganizationaltransformation
becauseithelpstodevelopacultureoflearninginanorganization.Knowledgemanagementisexpected
togivebirthtoasystemforstoringandexchangingknowledgewithingovernmentinstitutions.The
resultingsystemisthenusedtomanageandmaintaintheexistingknowledgeintheorganizationto
supportvariouspublicactivities,whichcanthenbeusedasaninstrumenttobridgeallstakeholders’
needs.Withsuchasystem,thepublicspacebecomesmoreopenandpublicservicesimprove.This
willenablethepublictofindtheinformationtheyseekmoreeasilyandexpresstheiraspirations,
resultinginimprovedpublicservices.

IndonesiahasinitiatedaprogramtoimplementknowledgemanagementasstatedintheMinister
ofAdministrativeandBureaucraticReformNo.14of2011.Thisprogramcontainstheguidelines
for theIndonesianKnowledgemanagementprogram,whichrefers to thePresidentialRegulation
No.81of2010abouttheGrandDesignofBureaucraticReformation2010–2025asshowninFigure
1below.ThegranddesignroadmapfortheIndonesianBureaucraticReformation2010–2025uses
knowledgemanagementcombinedwithchangemanagement.

Figure 1. 2010-2025 bureaucratic reformation road map
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Knowledgemanagementisthebasisthatwillhelpministries,institutions,andlocalgovernments
intheireffortstowardbureaucraticreform.TheGrandDesignofBureaucraticReform2010–2025
andtheRoadMapofBureaucraticReform2010–2014containeightareasofchangeandachievement
conditions toachieve theseobjectives, asknowledgemanagement is the foundation forprogram
implementationwithpublictrustasoutput,notprofitasoutput,whichisthecaseintheprivatesector.

Therehavebeenseveralstudiesrelatedtoknowledgemanagementmaturity(Hubert&Lemons,
2010;Mehtaetal.,2007;Oliva,2014;Paulzen&Perc,2002),aswellasonknowledgemanagement
inthepublicsector(AsianProductivityOrganization,2017;Barquin,2001;Cong&Pandya,2003;
McEvoyetal.,2016;Metaxiotis&Psarras,2005;Moffet,2014;Riege&Lindsay,2006;Talisayon,
2011).However,thereisalackofempiricalresearchexaminingknowledgemanagementinIGIs
andSEOs.Therefore,thisstudyinvestigatedthematuritylevelsofknowledgemanagementatIGIs
andSEOsbyansweringtwocoreresearchquestions:(1)Whatisthedistinctivenessofknowledge
management implementation? and (2) How does knowledge management maturity look in IGIs
andSEOs?Theanswerstothesetwoquestionscanhelpcreateamapofknowledgemanagement
implementation and the level of knowledge management required in government institutions in
developingcountriestodemonstratethelevelofmaturityinIGIsandSEOs.Themainadvantageof
themapandlevelistoprovidewide,deepinformationtomeetobstaclesandchallengesconcerning
knowledge management implementation in government institutions. The results also captured
knowledgemanagementbestpracticesforgovernmentinstitutions,whichshouldinformpractitioners
andacademicsinthissectorandprovidedataforfutureresearch.

2. Knowledge Management Maturity and Government Institutions

2.1. Knowledge Management Maturity
Knowledgeisdefinedinmanyways:(1)astateofmind,(2)anobject,(3)aprocess,(4)acapability,
(5)asituationofgainingaccesstoinformation(Alavi&Leidner,2001)or“anunderstandinggained
throughexperienceorstudy;thesumorrangeofwhathasbeenperceived,discovered,orlearned”
(Schubertetal.,1998).Whenknowledgeisviewedasanobject,knowledgemanagementmustfocus
onbuildingandmanagingthestockofthatknowledge.Ifknowledgeisviewedasaprocess,then
knowledgemanagementshouldfocusontheflowofknowledgeandhowitisprocessed,created,
shared,anddeployed.

Collins(2004)statedthatanorganizationiscalledaknowledgeableorganizationifithasthe
followingindicators:(1)theorganizationacknowledgestheimportanceofknowledgeresourcesfor
businesssuccess;(2)theorganizationpaysattentiontoimprovingbusinessvaluethroughaccessing
andleveragingknowledgeresourcesfrombothinternalandexternalsources;(3)theorganization
understandsthatknowledge-relatedchoicescancausetension,which,inturn,makesitdifficultto
obtaintheexpectedresults;forthisreason,itisnecessarytoresolveconflictsofinterestbetween
variousparties;(4)theorganizationisawareofintegratedapproachestomanageknowledge,seeing
thechoicesofactivityaspartofaninterconnectedpatternindealingwithacompetitiveenvironment.
Aknowledgeableorganizationusuallyimplementsknowledgemanagementtomaximizeitstacitand
explicitknowledge,sometimescalledcapital.

Therearevariousdefinitionsofknowledgemanagement,butthreescholarshaveemphasizedthe
followingelements:knowledgemanagementasameans,afunction,andasastrategy,asdescribed
in the following statements. knowledge management is “developing [a] body of methods, tools,
techniques,andvaluesthroughwhichorganizationscanacquire,develop,measure,distribute,and
provideareturnontheirintellectualassets”(Kamaraetal.,2002).Knowledgemanagementisthe
managementfunctionthatcreatesorlocatesknowledge,managestheflowofknowledgewithinthe
organization,andensuresthattheknowledgeiseffectivelyandefficientlyusedforthelong-term
benefitoftheorganization(Darroch,2003).Otherexpertshavehighlightedknowledgemanagement
asastrategytoincreaseproductivity(KPMG,2000);Buren,1999),improveemployeeskills(KPMG,
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2000;Skyrme,2007;Perkmann,2002),andincreaseinnovation(Skyrme,2007;Perkmann,2002;
Allee,1997)andorganizationalperformance(Davenport,1998;Massey,2013;Nonaka,1994;Lee
&Choi,2003)

This paper uses the definition of knowledge management from Garfield (2007) because it
reflectsthethoughtofthethreescholarsabove.First,Garfieldquotedthedefinitionofknowledge
managementfromKnapp(1998)astheartoftransforminginformationandintellectualassetsinto
enduringvalueforanorganization’sclientsanditspeople.Then,heexplainedthattheobjectiveof
knowledgemanagementistoimprovetheuseofintellectualcapital,facilitatebetterdecisionmaking,
andcreatetheconditionsforinnovation.Knowledgemanagementhelpsknowledgeflowtotheright
peopleattherighttime,allowingthemtobemoreproductiveandinnovative.Moreover,knowledge
management has been successfully used in the variety business sector—including government
sectors—fordecades,since it improvesdecisionmaking, thusboostingemployeeinnovationand
encouragingdynamiclearning(Haque&Kohda,2018).

Knowledgemanagementimplementationfocusesonthreeaspects:people,process,andtechnology
(Cong&Pandya,2003).Someresearchersfoundthat,inimplementingknowledgemanagement,some
organizationstendtoapply70%topeopleand30%toprocess,whereasothersaremorefocusedon
technology.Moffet(2014)statedthat,asidefrompeople,knowledgemanagementalsofocuseson
organizationalculturetomaintainknowledgesharing;processesormethodstoimproveknowledge
creation;andtechnologytoensureknowledgeaccessibility.

This paper measure knowledge management using three systems: (1) human capital, which
consists of two sub-aspects: soft skills (values, culture, behaviors, and attitudes) andhard skills
(knowledge and skills). In this aspect, there is the principle that people are an intangible asset.
(2)Theorganizationalprocess,whichconsistsofthreesub-aspects:policyandrules;governance;
system and procedures; and business processes. Principles in this sub-aspect are efficiency and
motivation.(3)knowledgemanagementtoolsandmethods,whichconsistofinformationtechnology
andinfrastructure.Principlesinthissub-aspectareeaseofaccess,usability,collaborativetools,and
discoverytools(Young,2010).

Thelifecycleofknowledgemanagementmaturityisamodelforanalyzinghowanorganization
develops knowledge management through different levels, with a focus on people, process, and
technology(Oliva,2014).Mostknowledgemanagementmaturitymodels(KMMMs)consistoffive
levels thatarebasedon theCapabilityMaturityModelestablishedby theSoftwareEngineering
Institutein1993.Theexistingmodelusuallycombinesfivecharacteristicmaturitylevels:initial,
repeatable,defined,managed,andoptimized(Paulzen&Perc,2002);(Kulkarnietal.,2020;Hsiehet
al.,2009;Hubert&Lemons,2010).Relatedpublishedknowledgemanagementmaturitymodelsare
theKMMModelbyInfosys(Mehtaetal.,2007);theKnowledgeManagementFrameworkAssessment
Exercise:KnowledgeJourneybyKPMG(KPMG,2000);andthe10-Stepknowledgemanagement
RoadmapbyTiwana(Tiwana,2002).

ThispaperusestheAPQCLevelsofknowledgemanagementMaturitymodel,whichpresents
aroadmapforknowledgemanagementimplementation.Itsstagesareinitiate(growingawareness),
develop (localized and repeatable practices), standardize (common processes and approaches),
optimize (measured and adaptive), and innovate (continuous improving practices) (Hubert &
Lemons,2010).WerefertoAPQC’sknowledgemanagementmaturitylevelsbecause(1)itprovides
knowledgemanagementmaturitymappinginfivelevels,startingfromimmature(level1—initiate)
toconsistentknowledgemanagementactivitiestomatureandcontinuouslyimprovingknowledge
managementpractices(level5—innovate),(2)thismodelissuitablefordescribingtheconditions
underwhichgovernmentinstitutionsinIndonesiahaveimplementedknowledgemanagement,(3)the
12knowledgemanagementcapabilities(objectives,businesscase,budget,resources,governanceand
leadership,changemanagement,communication,knowledgeflowprocesses,knowledgemanagement
approachesandtools,measurement,contentmanagementprocess,andinformationtechnology)of
APQC’sassessmenttoolsarerobustandrelevanttoassessIGIs.Previousresearchhasalsoshown
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howknowledgeis transferredandpreservedinthegovernmentsectorusingtheAPQCapproach
(Dalkir,2012).

2.2. Government Institutions and SEOs
Agovernmentinstitutionisanelementofthestatethatorganizeselementsoftheregionalgovernment,
whichincludestheministriesofthestateandlocalgovernments.AccordingtoLawNumber5of
2015aboutthe“StateCivilApparatus”fortheRepublicofIndonesia,theterm“CentralGovernment”
“consistof[s]ofMinistry,Non-MinisterialGovernmentAgencies,SecretariatofStateInstitution,
SecretarialNon-StructuralInstitution,”whereastheterm“RegionalAgencies”refersto“Provincial
Regional Apparatus and District Regional Apparatus, that include Regional Secretariat, Local
Agencies,andRegionalTechnicalInstitution.”Inaddition,aState-OwnedEnterprise,accordingto
Article1Paragraph1ofLawNumber19of2003,isa“businessentitywhosecapitaliswhollyor
partlyownedbythestatethroughdirectparticipationoriginatingfromseparatedstateassets.”This
researchincludesSEOsbecausetheseorganizationsareincludedinthegovernment’smission.

Bureaucracyreformationispivotalforseveralreasons:(1)themanifestationofnewapproaches
tocarryingoutpublicservicefunctionsinwaysthataremoremanagerialthansimplyadministrative,
(2)ithasbeenusedasaresponsetothescaleofhandlingandscopeofthegovernment’sduties.(3)
itleadstochangesineconomictheoriesandproblems,and(4)itpromoteschangesintheroleofthe
privatesectorinthedeliveryofpublicservices(Lietal.,2017).Previousresearchhascoveredmany
perspectives on bureaucracy reformation; from a public administration perspective, bureaucracy
reformationistheefforttoimprovebureaucraticprocessesandthebehaviorofbureaucratsthemselves
withtheaimofimprovingpublicservices(Haning,2018).

Indonesiaimplemented“IndonesiaSatuData”ortheIndonesiaOneDatawebsiteatdata.go.id
toprovideeasilyaccessiblequalitydata.ThispolicysupportedLawNumber95of2018tofulfill
thedemandsfordataserviceandpublicinformation.Furthermore,accordingtotheGrandDesignof
BureaucraticReform,IGIsandSEOsimplementednineprogramstoachieveeightareasofchange
inbureaucratic reform.Oneof thoseprogramswas toachievegoodgovernance in Indonesiaby
reformingandchanginggovernancesystemsrelatedtoinstitutionalaspects,management,andhuman
resources(Adi,2018).

2.3. Relationship Between Knowledge Management Maturity and IGIs/SEOs
ApplyingknowledgemanagementinIGIsandSEOsisalmostthesameasinprivateorganizations.
Thedifferenceisthatthegoalofaprivateorganizationisprofit,whiletheultimategoalofgovernment
institutions is the improvement of public services (Setiadi et al., 2011). The Asian Productivity
Association(2017)statedthattheroleofknowledgemanagementforthegovernmentwastoprovide
astrategytoorganizee-governmentcontent.Thewaytomanagethiscontentisbyprovidingtools
andtechniquesfororganizationalknowledge,supervising,andupdatingthecontentsofknowledge,
andhelpingallnecessaryinformationtoreachthecitizens.Therefore, thebenefitsofknowledge
managementforgovernanceareincreasinggovernmentalcompetence,maintainingthequalityof
governmentservices,andfacilitatingthehealthydevelopmentandpromotionofe-government.

ThepurposesofknowledgemanagementimplementationingovernmentinstitutionandSEOsare
(1)tomaximizeefficiencyinallpublicservicesbyintegratinginformationsilosateverygovernment
levelandacrossborders,(2)todevelopanewsystem,thusconsolidatingandupgradingobsolete
informationtoenhanceoverallperformance,andtobroadenbasicknowledgetobemoreintegratedand
accessible,(3)toimproveaccountabilityandmitigateriskbymakingdecisionsbasedoninformation
andsolvingproblemsmorequickly,supportedbyaccesstotransparentandintegratedinformationat
allorganizationalboundaries,(4)toprovidemoreeffectiveconstituentservices,suchasincreasing
partnershipswiththepublicandbeingresponsivetothepublic(Riege&Lindsay,2006).

In essence,we intend tousematurity assessment to find thepositionof the IGIunit being
analyzed.Inaddition,knowledgemanagementimplementationisindicatedbycurrentknowledge
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management applications to increase maturity or demonstrate existing conditions. Furthermore,
knowledgemanagementstrategyistranslatedintoknowledgemanagementinitiativesandultimately
mappedintoaknowledgemanagementroadmap.

3. RESEARCH METHOdOLOGy
AcasestudywasusedtoexploreIGIandSEOknowledgemanagementimplementation.Thestudy
participantswerenine IGIandSEO in three regions in Indonesia.Wecollectedqualitativedata
throughinterviews,deskevaluations,andobservations.TheresearchdesignisshowninFigure2.

Tomaptheimplementation,thisstudyusedninesamplesofIGIsandSEOsthathadalready
implementedknowledgemanagement.Thesamplescomprisedthreeministryinstitutions(Bappeda
MuaraEnim,BappedaPekanbaru,andKominfo),threenon-ministryinstitutions(BPS,Bappenas,
andBMKG),andthreeSEOs(PT.PLN,Telkomsel,andBankMandiri).Table1providesadditional
informationaboutthesamples.

Thisresearchinvolvedworkingwithrichdata,suchastextsandsecondarydata(previousresearch,
nationalnews,websites,companies’annualreports,andstatutoryregulations(Saleetal.,2002).The
logbookisshowninTable1.

Thisqualitativestudyusedsemi-structuredinterviewsconductedinDecember2019attheoffice
oftheHumanResourcesDevelopmentAgencyintheMinistryofHomeAffairsoftheRepublicof
IndonesiainJakarta.Itwasapreliminarystudytoobtaininitialdescriptionsofknowledgemanagement
implementationinIGIsandSEOs.Semi-structuredinterviewquestionsfocusedon1)knowledge
managementimplementationinIGIs,2)challengesandobstaclesfacedwhenimplementingknowledge
management,and3)howleadersandinstitutionssupporttheknowledgemanagementimplementation.

TheninesampleswereassessedusingtheAPOknowledgemanagementframework(people,
process,andtechnology)usingadeskresearchmethodwiththreeinter-raterstoensurethevalidity
ofthedata.ThisprocessresultedinatableofknowledgemanagementimplementationinIGIsand
SEOsasabasisfordeterminingthematurityofanIGIorSEO.Theknowledgemanagementmaturity
lifecyclewascategorizedusingtheAPQCknowledgemanagementMaturitymodel(initiate,develop,
standardize,optimize,andinnovate).

Tocounteractthesubjectivityoftheassessment,thedeskreviewusedmultiplesources(websites,
documents,previousresearch)conductedbytworesearchersandthendiscussedtheresultswithall

Figure 2. The exploratory research design flowchart
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researchteams.First,theresearcherdeterminedthecriteria,whichwasbasedontheAPOframework,
thenlookedforvariousdocumentsthatcontainedinformationrelatedtothesecriteria.Eachresearcher
codedthedatabasedonthecriteria.Then,theresultswerecross-checkedbytheinter-raters.Thecross-
checkedresultswerethenconfirmedviainterviewtovariousrelatedsources,includingknowledge
managementexpertsthroughFocusGroupDiscussion(FGD),practitionerssuchastheMinistryof
HomeAffairs,andassessorsfromtheMinistryofCommunicationandInformation.

To validate the in-depth interviews and secondary data desk research, a triangulation was
conductedbytheassessorofsmartcitiesinBandung—asubjectmatterexpert(SME)inknowledge
managementimplementationinIGIs.

4. FINdINGS ANd dISCUSSIONS

4.1. distinctiveness of Knowledge Management Implementation at IGIs and SEOs
Thisqualitativestudyanalyzednine IGIsandSEOsassamplesusingaknowledgemanagement
frameworkthatcomprisedpeople,process,andtechnology.Weusedvarioussourcesofsecondary
data(websites,interviews,previousresearch,companyreports)andtwointer-raterstoensurethe
validityofthedata.Eachresearcherperformedaclassificationbasedontheindicatorsintheform
ofatable.Then,aftertheninesampleshadbeenmapped,anFGDwasconductedinvolvingSMEs
inthefieldofknowledgemanagementaswellasknowledgemanagementingovernment.ThisFGD
wasconductedtoensurethattheresultsofthemappingconductedbybothresearcherswereobjective

Table 1. Samples of Indonesian Government Institutions and SEOs 

Institution Explanation

Bappeda ThisisaRegionalDevelopmentPlanningBoard,atechnicalinstitutioninthefieldofregional
developmentresearchandplanning.Itisledbytheheadoftheagency,anditreportstothe
MayorofMuaraEnimCity.

BappedaPekanbaru ThisistheRegionalDevelopmentPlanningBoardofPekanbaruCity.

Kemoninfo TheMinistryofCommunicationandInformationisanapparatusoftheGovernmentofthe
RepublicofIndonesiainchargeofaffairs.Itsscope,namelyinformationandcommunication,
isstatedinthe1945ConstitutionoftheRepublicofIndonesia.

BPS TheCentralAgencyofStatisticsisanon-ministrygovernmentagencythatreportsdirectlyto
thePresidentofIndonesia.Itsmaintaskistoprovidedatatothegovernmentandthepublic.

Bappenas ThisistheMinistryofNationalDevelopmentPlanning/NationalDevelopmentPlanning
Agency.ItsmaintasksareformulatinganddeterminingtheGovernmentofIndonesia’s
developmentpoliciesandbuildingsynergybetweenplanning,budgeting,regulations,and
institutionsatthecentralandregionallevels.

BMKG TheMeteorology,Climatology,andGeophysicalAgencyisanIndonesiannon-departmental
governmentagency.

PLN TheStateElectricityCompanyisacorporationownedbytheGovernmentofIndonesia,or
SEO.IthasamonopolyonelectricitydistributioninIndonesiaandgeneratesthemajorityof
thecountry’selectricalpower,

Telkomsel TheCellularTelecommunicationCompanyisacorporationownedbytheGovernmentof
Indonesia,orSEO.Itisawirelessnetworkproviderfoundedin1995andasubsidiaryof
TelkomIndonesia.

BankMandiri BankMandiriisacorporationownedbytheGovernmentofIndonesia,orSEO.Itisthe
largestbankinIndonesiaintermsofassets,loans,anddepositsandtheresultofthemergerof
fourgovernmentbanks.

Source: Various official websites
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andfollowedtheconditionsofIGIsandSEOs.Table2showsthemappingofknowledgemanagement
implementationatIGIsandSEOsthatresultedfromthiseffort.

Therearesomeinsightsfromthistable.TheSEOshaveimplementedallaspectsoftheknowledge
managementframework.Somenon-ministryinstitutionsappliedallaspectsofknowledgemanagement
becausetheyconsideredthefunctionsofknowledgemanagementtobeimportant,whereasother
non-ministryinstitutionsappliedonlysomeaspectsofknowledgemanagementduetoagovernment
directivetoimplementknowledgemanagement.Amongministryinstitutions,whilesomehavenot
yetimplementedknowledgemanagement,threesubjectswerealreadycommittedtoimplementing
knowledgemanagement,althoughthatimplementationwasnotyetoptimal.

Table2alsoillustratesthattheministryandnon-ministryinstitutionsprioritizedthereformationof
theapparatusbystressingsoftskillstoprovideclean,accountable,andexcellentservice.Furthermore,
theSEOsalsoprioritizedthereformationoftheapparatus,withafocusontheintegrityofconduct,
speedofservice,andmutualandsolidtrustduetotheinstitutions’naturetoprovidepublicservice.
Overall,theapparatusofthebehaviorandattitudesoftheIGIsandSEOsreferstoamainfunction
knownasTupoksi(tugas pokok dan fungsi,anIndonesianterm)—“duties, principal, and functions”—
whichisconsideredtobesystematicandbindinginthecontextofIndonesianinstitutions.

As noted above, the knowledge management framework consists of people, process, and
technology. Table 2 shows that most institutions consider people to be central to knowledge
managementimplementation.Theyhaveallinvestedindevelopinghardskills,andalmost80%of
thesubjectshaveinvestedinimprovingsoftskills.However,thisdoesnotapplytothetechnology
component.While the institutionshavealreadysetup information technology infrastructure, the
ministryinstitutionshavenotyetreachedthegoalstomakeinformationeasytoaccessandusableor
developcollaborativetoolsanddiscoverytools.Intermsofprocess,theyhaveimplementedpolicies,

Table 2. The Mapping of Knowledge Management Implementation in Indonesian Government Institutions and SEOs
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rules,andgovernancestructures,buttheministriesandnon-ministrieshaveyettofullyimplement
theprinciplesofefficiencyandmotivation.

4.2. The Knowledge Management Maturity Level of IGIs and SEOs
ThisresearchidentifiedthelevelsofknowledgemanagementmaturityoftheIGIandSEOsamples
byplacingtheaxisbetweenmilestonesandknowledgemanagementmaturitylevelatfourstages:
develop,standardize,optimize,andinnovate.TheresultsareshowninFigure3.

Thex-axisinFigure3showsthefivestagesofmaturityofknowledgemanagement:initiate,
develop, standardize, optimize, and innovate. We assessed and mapped knowledge management
maturity level from nine IGIs using the 12 knowledge management capabilities from APQC
(AsianProductivityOrganization,2017)withminorrevisions.Then,basedonknowledgeevents
andprogramsconductedbyeachoftheIGIsinourstudy,weidentifiedandplacedthembyeach
knowledgemanagementmaturitylevel.Mostoftheinstitutionswerestillinthe“knowledgesharing”
stage(betweenstandardizingandoptimizing).WhilethetwoBappedainstitutions(MuaraEnimand
PekanBaru,whichareregionalinstitutions)weremostbehind,comparedtoPT.PLN,PT.Telkom,
andBPS,theyhavealreadymadecommitmentstoimplementknowledgemanagement.SEOs(PT.
Telkom,BankMandiri,andPT.PLN)seemedtobethemostadvancedbecausetheircharacteristics
aresimilartofor-profitcompanies.Inaddition,non-ministriesseemedtobemoreadvancedthanthe
ministriesbecausetheirnature,functions,andtasksaretoserveandprovideexcellentandaccurate
dataforotherinstitutions,enablingthemtobecomebetterandmoreresponsiveindecisionmaking.

This study aimed to investigate the knowledge management maturity of IGIs and SEOs by
drawingamapofknowledgemanagementimplementationandtheknowledgemanagementlifecycle.
Theresultssuggestthat(1)knowledgemanagementhasbecomeastrategytomanifestbureaucratic
reformationofIGIsandSEOstobecomeknowledgeableinstitutionsindisruptivesettings;(2)the
knowledgemanagementmaturityofIGIsandSEOsvariesbasedontheirimplementationofknowledge
management;(3)knowledgemanagementimplementationinthisresearchusestheindicatorsofthe

Figure 3. The knowledge management maturity level
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APOknowledgemanagementframework,anditdeterminesknowledgemanagementmaturityusing
theAPQCstages.Theseresultsarefurtherdiscussedinthissection.

AccordingtotheGrandDesignofIndonesianBureaucraticReformation2010–2025,knowledge
management isabasestrategyforrefiningcultureandbureaucraticreformation.Themodel that
integratesknowledgemanagementandbureaucraticreformationisillustratedinFigure4.Theoutput
frombureaucraticreformationoftheIGIsandSEOsisincreasingpublictrustbecausetheinstitutions’
performancehasbecomemoreefficientandeffective,e.g., fastprocedures for licensing, lackof
corruption.Thiscanbeachievedwithaccountability,governance,andhumancapital intheIGIs
andSEOs,whichcanchangemindsetsandculture-setsfortheapparatustogiveexcellentservice.

In this model, the central point for refining culture and bureaucratic reform is becoming a
knowledgeableorganization.Aknowledgeableorganizationisdefinedasastructurethatknowswhat
knowledgeisneededandcandevelopthesystemsandpeopletomasterthatknowledge(Collins,
2004).Thisdefinitionhastwoimplications.First,aknowledgeableorganizationhastheknowledge
itneeds,suchasitsmaintasksandfunctionsanditscustomers.Itmustmakesurethatthesystem
(organizationandgovernance)isaccountableandensurethatthehumancapital(theapparatus)has
aservicemindsetandculture-set.

Theotherimplicationisthat,toknowtheknowledgeitneeds,aknowledgeableorganization
must implementknowledgemanagement.Knowledgemanagementcreates, shares,and improves
organizationalknowledge.Implementingknowledgemanagementwillcreatechangethatshouldbe
managed,whichisknownaschangemanagement(Imranetal.,2016;Malekietal.,2013;Nurmandi,
2009;Wojewnik-Filipkowskaetal.,2019;Zelenkov,2016).Implementationofknowledgemanagement
aloneisnotsufficient.Onemustmeasurethelevelofknowledgemanagementmaturitytomakesure
that,byimplementingknowledgemanagement,anentitycanbecomeaknowledgeableorganization.
The relationship between knowledge management, change management, and knowledgeable
organizationsisillustratedinFigure5.

In this paper, knowledge management maturity is measured against the APO knowledge
management framework and the APQC knowledge management maturity model. Measuring

Figure 4. Knowledge management and bureaucratic reformation
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knowledgemanagementimplementationandknowledgemanagementmaturitydemonstrateshow
bothcomponentsfunctionasproxiesforaknowledgeableorganization,asknowledgemanagement
implementationandmaturityhelpanorganizationidentifytheknowledgeitneedsandmasterthat
knowledge.

Aftercreating theknowledgemanagement implementationmapandmaturity lifecycle, this
researchfoundthatknowledgemanagementimplementationcancreateaknowledgeableorganization.
However,thestructureofaknowledgeableorganizationisdifferentfromknowledgemanagement.
This paper proposes three interrelated indicators—knowledge, innovation, and change—for the
developmentofaknowledgeableorganization,asshowninFigure5.

Anorganizationthatismatureinknowledgemanagementimplementationpromotesinnovation
(stagefour),whichchangestheorganization.Inaddition,innovationcreateschangeintheorganization
and encourages the creation of new knowledge. Aside from its own changes, this promotes the
creationofnewknowledgeandinnovationtodealwiththechanges.Asthesethreeaspectsillustrate
thedynamicsthatshapeaknowledgeableorganization,thispaperproposesthatthesecomponents
beusedtomeasureknowledgeableorganizations.

5. Conclusion
ImplementationofknowledgemanagementatIGIsandSEOsasastrategytoachievebureaucratic
reformationwasofficiallylaunchedin2011.ToinitiatebureaucraticreformationinIndonesia,the
MinistryofStateApparatusUtilizationandBureaucraticReformationprioritizedthereformofthe
Indonesianapparatus—theintangibleassetsthathavepivotalrolesasstateorganizers.Thisstudyfound
thattheimplementationofknowledgemanagementasastrategytoachievebureaucraticreformation
atIGIsandSEOswasstillsporadic,andthattheimplementationofknowledgemanagementsystems
wasincomplete.(Forinstance,someorganizationsimplementedonlyknowledgesharingandtransfer.)
Theimplementationofknowledgemanagementwasnotintegratedbetweengovernmentinstitutions,
eventhoughtheyallhadthesamemissionofbureaucraticreform.

knowledgemanagementatIGIsandSEOshasbeenunstructuredandunsystematicsince2011.
Asithasnotusedtheknowledgemanagementapproach,knowledgemanagementimplementationin
IGIsandSEOsdoesnotyethaveapattern.Duetothiscondition,thispaperrecommendsthatIGIs
andSEOscollaboratewithothergovernmentinstitutions.Sinceknowledgeableorganizationsarethe
centralpointofrefiningcultureandbureaucraticreform,IGIsandSEOsshouldtransformtobecome

Figure 5. Knowledgeable organization
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knowledgeableorganizationsbyevaluatingthematurityofknowledgemanagementimplementation
andimprovingsubparknowledgemanagementaspects.

Themeasurementofknowledgeableorganizationsusingtheknowledgemanagementframework
issufficienttodescribehowknowledgeableIGIsandSEOsare.However,thisresearchfoundaspects
thataremoreappropriatefordescribingthedynamicsofhowanorganizationiscategorizedasa
knowledgeableorganization.Thesevariables,knowledge, innovation,andchangeareinterrelated
andshapeaknowledgeableorganization.

Thisresearchhasalimitation,namelytheinterviewschedulesthatwerecarriedoutduetothe
COVID-19pandemic.Toovercomethis,thisstudytriedtomaintainvaliditythroughtriangulation
intheformofFGDswithexperts,subjectmatterexperts,andpractitioners.

Thereareseveralrecommendationsforfutureresearchrelatingtothissubjectmatter.First,thenext
researchcouldusethreeaspectsoftheknowledgeableorganizationtomeasurehowknowledgeablean
organizationis.Threeaspectsofknowledgeableorganizationpotentiallymoreaccurateinmeasuring
knowledgeableorganizationbutitneedsempiricaltests.Second,Furtherresearchcouldstudythe
effectivenessoftheknowledgeableorganizationinpromotingbureaucraticreformatIGIsandSEOs.
Thispaperhasdevelopedamapandalifecycleofknowledgeableorganizationsandhasproposed
amodel to refinebureaucratic reform. Inaddition, it is important to investigatehowknowledge
managementbecomeseffectiveandcreatesthefoundationofthegovernment’seffortstoutilizethe
stateapparatus.Finally,itisalsorecommendedthatfuturestudiesinvestigateadditionalvariables
thatmayhelpknowledgeableorganizationsobtainabroaderunderstandingofthistopic.
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