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Abstract.

This paper deals with Organisational Memory Systems (OMS) whilseen as a new kind of in-
formation systems. OMS result from the application of advanced databdsnetwork technologies
to support Organisational Memory concepts and approaches. First, the ndditSotthe origin of
these systems, their theoretical background and the evolution of dataseaaee described. Then
Intranet technologies in a broad sense are classified and tak&anagles to show how Organisa-
tional Memory approaches could be supported by information and communication ¢gamail-
ready available. A model of organisational information processing (@tdreknis presented. The OIP
model integrates Organisational Learning and Organisational Memory appsoand contains a set
of processes. With the help of this model Intranet technologies dtatdhaccording to their possi-
ble contribution to these processes. It is suggested to take Orgarakdiemory concepts as a vi-
sion for the future development of corporate Intranets.

1 I ntroduction

1.1 Motivation

Organisational Memory (OM) is a concept well known from organisation scienclearning theory.
Many approaches have been developed which claim to guide organisations hlieiuserhmon or
shared memory in a more efficient way. Existing approaches focus onsatyamal issues and con-
sider the OM as a resource which has to be managed like capigdloor. With the advent of ad-
vanced database technologies (e.g. data warehousing, OLAP, data mining, knalidedgery and
bases, distributed data base systems, multimedia and hypermediasgatarithmanagement support
systems, like executive information systems or management infornsystems) and net technolo-
gies, especially the so-called “Intranet” or “Web"-technologies, soundhiftbon technologies exist
to support organisational processes of generating, institutionalisingyviedriand disseminating in-
formation. However, so far the OM approaches lack the integrationsd thehnologies as means to
support the respective processes.

In other words, the authors believe that there are so far no @&&8-tools (Organisational Memory
Systems) available and there possibly never will be an OMS-toohveloieers the respective organ-
isational processes on its own. “OMS-tool” stands for developmentdood®l-sets, applications or
application frameworks respectively. There are, however, technologiegvamdsystems around
which support certain aspects of the OM. The authors hypothesise thattration of the tools and
systems can play a crucial and beneficial role in improving a comppagigon in the competition
with a clear focus on organisational learning projects.
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Thus in our understanding an OM system is a system which realiseptre OM (also called or-
ganisational knowledge base) with the help of information systems anghoorss tasks, functions
and processes closely related to the use of the OM.

12 I nnovative use of infor mation systems

For some time now under the rubric ”Organizational Memory,” both innovative and familiar concepts
as well as highly promising systems have been proposed and tested (cf. [Lehn1998], [Bann1996],
[Shum1997]. The topic has taken on an intense sense of immediacy given the worldwide processes
of restructuring in both economy and society. Relevant projects are already being carried out, espe-
cially in large corporations. Environmental dynamics and the pressure of competition that necessitate
the development or the activation of new capabilities are paving the way for change. These adapta-
tions occur automatically only in the rarest of cases, but presuppose (learning) processes. Important
goals include elevating organizational efficiency and flexibility and overcoming growth limits. In
times in which quantitative growth (e.g. through an increase in turnover, elevation of market shares,
or the development of new markets) is only limitedly possible and the retention of the status quo is al-
ready viewed as successful, concentrating on qualitative dimensions gains increasing importance.
One could look at this as an expansion inwards, wherein new or previously unused potential and
strengths should be developed.
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Figure 1: Framework and conditions for OrganizsidViemory Systems

In order to achieve the aforementioned goals it is necessary to develop an understanding of the ef-
fected frameworks and management concepts that are already available. In addition, a more compre-
hensive understanding of the use of conventional databank technology has to be developed and inte-
grated within the broader concept of “organizational knowledge.” This book is meant to take into
consideration the framework and content of these goals.

The development of Organizational Memory Systems (OMS) is substantially more complex than the
development of current information systems because existing models and planning methods must be
developed further, and a relationship to management applications (e.g. BPR, process organization,
corporate models) must also be developed. Figure 1 shows how this can be acheived via the conver-
gence of various structural approaches, whereby especially organizational development should be
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stressed. It should also be emphasized that important developments arise at the juncture where sys-
tems and available technologies meet.

2 Organisational Memory Systems - Theor etical Background

2.1 Basic |deas and Evolution of Data Base Use

The quick and easy availability of data, information and knowledge (frequentlymultimedial
form) is becoming increasingly important for companies. For a long tate, bases were the most
important means for supporting this task. However, due to the developménéspaist years, com-
pletely new possibilities have evolved leading, on the one hand, from isditethase concepts to
enterprise wide information models and, on the other hand, to a revisguidatagon of the concepts
available in business today.

Recently, there has been an intense discussion of the term “Organisational Metadinyg it to new
but also to existing concepts and systems. The environmental dynamics anelstwe of competi-
tion form the background which enforces the development or activation ofahemist within the
companies. Usually, these adaptations do not happen automatically. Rathénathahey require
(learning) processes which aim, among other things, at organisational efficrehftgxability. These
are precisely the tasks, problems and questions etc. for which Obkh®yate relevant. They consti-
tute the (technical) realisation or support of that part of an omg#oms which is termed
"Organisational Memory” (and which can generally always be found in amisegen). Several par-
tial disciplines contributed to the development of the main ideas:

* Organisational learning (OL) and Learning Organisations (LO)

* knowledge management

» organisational and personnel development

» organisational change, management of change, innovation management

» organisational culture

* Organisational Intelligence (Ol)

» theory of self organisation

* knowledge based systems (artificial intelligence, cognitive science)

The OM is not the only component playing an important role within the abontamed disciplines
and approaches. Due to its importance with respect to all these congegptsglsfor Organisational
Learning and knowledge management, OM should be emphasised and explained detaibfeee
chapter 2.2). More detailed information concerning the individual conceptsvigled by the respec-
tive basic literature (see especially [Lehn1998], where numerousesotocr further studies are
quoted). Put in a nut shell, OM Systems should contribute to the learnlitg, dbé flexibility and
the mastering of the organisational change.

Some of the theoretical concepts and preparatory work regarding suchssystie back to the 1950s
or even further back. It is certainly not a coincidence, that sinceetffiening of the 1990s there has
been intensive contemplation of such systems and even actual impleomnsnii@ave taken place. On
the one hand developed technologies are available making such implememasisibte at all (e.g.
Intranet, client-server-architectures, multimedial data baSes)he other hand, the competitive pres-
sure and the general restructuring process require the company tovakeasures, as the potential
for rationalisation is often already exhausted. By going back to concefpt®wfedge management,
organisational learning, organisational development and other approacheg®te firid or develop
a solution. With the help of information and communications technology thegesslare put into
practice. However, this is certainly not a new concept for boostingssiccomparable to lean man-
agement or business process re-engineering. It is also not a newfforiormation systems which
one will be able to buy off the rack in the near future. Insteadpibi® like a new dimension of the
development of information systems and organisations in the sense ohessywf both approaches
and a consistent further development of data processing.
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level/name type of system/focus

4 - knowledge management Organisational Memory Systems

3 - information as a resource advanced database technologies

2 - data management data (base) architecture of the company
1 - file and data organisation data systems

Figure 2: Developmental levels regarding the (etett) handling of data, information and knowledigeom-
panies

During practically all phases of development, implementation and ussy®téims require interdisci-
plinary knowledge or at least a coherent understanding of organisation angemang group and
behavioural psychology as well as computer science (or, respectivetg-tperation of the respec-
tive experts in a team). In addition, the knowledge of the speciatlaaktss to be supported is neces-
sary. It should thus be emphasised again, that such projects are netsistpins development proj-
ects but projects for organisation development (OD). OM Systems thrksom a higher level than
conventional data base systems. This requires the mastery of threldgels of development as a
prerequisite for success (compare Figure 2).

Each individual level supports certain functions of the enterprise asdthisecorresponding basic
technologies and methods for the development of the actual systems. Thamgrobyarding the
higher levels not only consist in the difficulty in coming to terms whihtechnical complexity (het-
erogeneous systems, distributed systems, different norms and standéetstdénguages and user
interfaces, varied purposes of the system and the user groups). Ineteptbtely new perspectives
are added, so that a conflict of goals regarding the lower leveertainly possible. On level 4
(knowledge management) an additional fact has to be considered, naméhe thpplied technology
by no means has to be restricted to files or data bases. Imi&espect can even be completely
moved into the background. Apart from the classical structuring taskslésign of the "static” data
model), modelling and supporting dynamic processes (e.g. the process of adggtorimgtion or of
changing knowledge) and supporting organisational learning processes are gainipgréance as
yet unknown to computer science. As there is hardly any experience anahjextra efforts are nec-
essary. However, in practice it has become obvious, that it is iartas where there are chances and
potentials. Innovative companies face this challenge by initiating relevant projects.

However, there is no direct hierarchical relation between the thdiVilevels that are depicted in
Figure 2. Instead it is an idealised presentation deducted from theotdgical order of develop-
ment. As a consequence, most concepts are based on the preceding oneseld ctager view re-
veals that there are also other relationships, also with reg#né fartial tasks. An example is data
management which deals with the data and data base technology on tld teeelvhole company
and thus also plays a part on the level of knowledge management.

22 The Concept of Organisational Memory

In general the term "memory” describes a system of abiliti@shwmakes it possible to store what
was perceived or experienced for longer than the actual period of tithe pérception or experience
and which allows to retrieve these perceptions and experiencdatet ame. Learning is not possi-
ble without memory. Accordingly, the OM is always mentioned as the most importaeyisite for
organisational learning. However, the use of the term "Organisatioealdw” should certainly not
imply an analogy according to which organisations have a "brain”. The tesuidsonly convey the
fact, that members of the organisation as well as for example e@otsior files contain knowledge,
which can be kept ready for recall (cf. [Ober1996], 53).

Intensive scientific research in this area began at the end #9%is and the beginning of the 1980s

and took place mainly in the USA. Duncan/Weiss ([DuWe1979]) suggest in this contéotiawing
definition, which is still valid:
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Figure 3: Relationship of the terms to each other

Organisational knowledge base = the whole of the co-operatively impemtaeledge and skill
within an organisation

As a consequence, the concept of "Organisational Memory” was widelysdied in the relevant lit-
erature, but no uniform and clear use of the term could be developed. Meahwdre are numerous
similar or synonymous terms revolving around the common object of reseaicthea connected
phenomena. Examples are:

» organisational or corporate memory

* enterprise-wide knowledge base

* Group Memory, Group Mind

» collective memory

» collective intelligence, corporate intelligence

Further terms that can be found in practice are:
e Shared knowledge base (SKB)

» Corporate Repository

» Know How Data Base (KhDB)

For many it is difficult to even imagine the concept of organisatiomalvledge, as this is knowledge
which is mainly not stored in the brains of human beings but in the forthe @rganisation and op-
eration of a socio-technical system. Organisational or institutiomalvledge can be found e.g. in
control systems that are independent of human beings and which defineythnwéhich a social
system operates. Examples are standard procedures, rules, codificignrgptions of work proc-
esses, established routines for certain situations, traditionsllaasvthe specific culture of an organi-
sation. Further examples are the information on trends, actual and gotentpetitors, customers,
suppliers, new technologies etc. Especially in companies with many traditions or iitalistgrown
institution this "super-individual”, organisational knowledge becomes evidemew employees do
not only enter the organisation, but slowly take on and internalise tleedtthe house”, the values,
certain ideas regarding status, routine behaviour etc. (see [Will1996]).
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In order to identify the knowledge basis of an organisation, one has to dtk rietrievable knowl-
edge. Central questions are for example (cf. [Will1996], 282):

* Where and how is this knowledge stored?

» How, by whom and in which situations is it recalled?

» How does the organisation acquire, store, manage and change this knowledge?

Some authors (e.g. [Wats1996]) understand the term OM in a very tesbtigchnical sense of a
comprehensive enterprise-wide data (base) concept, which is gemaggalljupported by multimedia
and network technologies (e.g. imaging, archiving and document management systems} pub-
lications on learning organisations, corporate knowledge management etc.,dgevleinderstood
in a very universal way. Traditional data bases or data are eah®letely left out of this discussion
or only make up a part of this knowledge. Organisational learning is defimemhg other things, as
the transformation of this organisational knowledge base. The actualmsobkre are measuring,
operationalising or understanding this transformation. It has to be tlaathe knowledge base of
the organisation can be regarded separately from the persons involveds bot independent of the
members of the organisation and cannot be developed independently from theis.békied on the
idea of a collective knowledge as well as the perception thatothierd of this knowledge is to a
large extent not shaped by the knowledge components in the brains of indivickaaispdaut by the
relations and the patterns of the connections between these componemisnidations themselves
constitute the independent collective or systemic knowledge of an organisation ($£@98Y,il284).

2.3 Organisational Memory Systems (OMS)

OMS are closely connected to the above presented concept of OM. Thegstreasiest understood,

if one starts with the functions which are to be fulfilled by thestesysas well as from the tasks and

procedures which they support. Both are closely connected with the abovereedrgipproaches

which attribute a particularly central role to organisationalniegr and knowledge management.

However, the discussion on the different areas of application has notgsedmuch in the relevant

literature, though there does seem to be a large degree of conteast akgarding organisational

learning. The following central functions are stated (cf. e.g. [Hube1991]):

» general support of learning processes within the company (individual and collective) - and as a
specification of this general function

» the support knowledge acquisition

 the distribution of information and knowledge (general and homogenous access to the knowledge
base, information service center, active but also foresighted service point)

» help with the interpretation of information

* (technical) realisation of the OM.

Due to the situation described above and the dynamic development of thatapphbeeas, it is not
surprising, that there are hardly any definitions for this new type ofnr#tion system yet. One of
the few attempts at an explanation was made by Stein/Zwagsv{{$85], 95), who define an OM
Information System as "a system that functions to provide a means by which knowleddglecfioast
is brought to bear on present activities, thus resulting in increaseld t&f effectiveness for the or-
ganisation”. This definition clearly aims at the contribution of suckegys to the increase in organ-
isational efficiency. In order to be compatible with the consideraldiened spectrum of use, the
following new definition is suggested (cf. [Lehn1998]):

Definition: An Organisational Memory System (OMS) is a system, (a) which realises parts of the or-
ganisational knowledge base with the help of information and communicagicimsotogies and/or
(b) realises and supports tasks, functions and procedures that are ednodise use of the organisa-
tional knowledge base.

Apart from the synonymous term which was already used above, OMIS (€at@amal Memory In-
formation System), the term CSOM (Computer-Supported Organisatiogralohy) can be found in
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the relevant literature. The terminology concerning the organisational &dg&vbase can be under-
stood with the help of the terminological interpretation of chapter 2.2.

Organisational Memory Systems (OMS) are generally charaatdnseéhe fact, that a whole bundle
of technologies is used and not an isolated single technology. A particutaclebsgarding the
categorisation and order occurs due to the close connection to the cafdefoisnation and knowl-
edge. These terms are usually understood in a very inhomogenous and wide vealiparaenisa-
tion is neither to be expected in the near future nor realistic.i3maty it is not surprising, if a very
wide scope of realisation forms is seen. This reaches fronmyaeadricted understanding in the con-
text of specialised systems for the support of specific, relgtolearly defined tasks (e.g. the admis-
sion procedure of new medicines), via the company-wide use (e.g. knowledgedddlikLehn1998])
to very general information systems which at first have no spexdfioection to the corporate per-
formance (e.g. Answer Garden, see [Ackel1990]). Thus, OMS could certaitigdbded in the same
way as conventional information systems. The justification for a fsp@approach which is empha-
sised here is based, on the one hand, on the insufficient support provided tipnaradiethods of
systems development and, on the other hand, on the particular requiremehtsngrexpected from
such systems, due to the contribution to the development of the organisatinleawhing organi-
sations.

3 Intranet Technologies
31 Definition and Classification

Backed by the exceptionally rapid development of the Internet, especidthe &orld Wide Web,

the relevant Internet- or Web-technologies were used more and nthie @rganisations: in com-
pany or enterprise networks. Internet-technologies denote in short intenszheéent-server sys-
tems which use highly standardised protocols (documented in the RFQue$tdor Comment” see
e.g. [LAN1995]). The most popular Internet client-server systems are electraihiétm(file transfer

protocol), telnet, IRC (Internet Relay Chat), newsgroups and the Wodd Web (WWW) with its

recent additions such as Java, video-conferencing, the handling of multi-coatént (e.g. VRML,

video, audio) and the like.

The term “Intranet” or “Corporate Intranet” was created toirdisish the use within organisations
from the use outside, in the world-wide web or “Internet”. It dendtegptovision of all internal ap-

plications by the means of powerful WWW-browsers using a standardisednterface (see e.g.
[Kyas1997], 22, [Hill1997], 4). “Provision” is understood in a broad sense. Thadntrgegrates the

traditionally separated office systems, telecommunication anddatiiez) multimedia into an enter-
prise-wide media, communication and information system (see [KoWil997[TR9% many authors

state that the Intranet consists of more than the Internet-technologies:

» accesstechnologies. which means modern or advanced database technologies, which support the
access of certain user groups (e.g. management, marketing) to (operational) datatmsese-
housing, OLAP, data mining, knowledge discovery and bases, multimedia and hypermedia data-
bases and management support systems, like executive information systems or mariagement
formation systems (for management support systems see [GIGC1997]); apart Bermtne ad-
vanced technologies, there is a simple need for accessing existing applications, velibexseda
interfaces and standardised gateways providing access to so-called legacy aysteesed; ad-
ditionally, the abound unstructured information has to be accessed: Intranet search tools;

e communication technologies: e.g. messaging systems, chat systems, network news systems, fax
software, voice conferencing systems, video conferencing systems; electronici() quub-
lishing (and broad- or multicasting!) systems;

» co-ordination and co-oper ation technologies: workflow management systems, groupware sys-
tems (workgroup computing, for a product overview see e.g. [Hill1997], 95ff) such as electronic
meeting systems, whiteboards and data conferencing, knowledge repositories, group writing and
shared editing, calendaring and scheduling systems, document management systems;
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e security technology: network security systems, such as firewalls, proxies, virus protection;

» electronic commerce technology: electronic payment systems, EDI-applications (see

[RoMal1996]);

» support systems: which denotes a whole category of products the goal of which is to assist people
using information systems or, in a more general understanding, performing some set ofgasks (e
EPSS - electronic performance support systems, which either can be embedded in a epmpute
plication or, in a broader sense, relate to computerised help desks, see e.g. [DeLF199&}efor a ¢
study see also [CoOFS1997]), on-line education and training (see [KoWi1997], 33).

Most of the applications and tools that vendors market as “Intrans¢dbare applications and tools,
that are extended by hyperlinks (HTML-format) and a standardised interface itatipps (common
gateway interface - CGI). There are, however, some applicationarthdeveloped for the use in an
Intranet, e.g. Digitals Workgroup Web Forum. The most important quality sé theplications is the
integration of most of the technologies mentioned above (see [Koss1996], 299).

Additionally, it is not clear what is meant by “internal” applicas. Electronic Commerce (EC) and
Intranet are often seen as “the perfect couple” which can bémefiteach other (see e.g. [TiSt1997],
603f). The borders are blurry. There is good reason to extend the Intrapetvide access for
authorised members of the organisation (e.g. sales personnel) or paatkets (e.g. customers, sup-
pliers) via the Internet (sometimes called the “Extranet”) @nti provide public access via the
Internet and vice versa organisation-wide access to the Internet via the IrdesngtaqWil997], 30).

4 I ntranet-tools Supporting Organisational Memory Approaches

4.1 Model of Organisational Information Processing

Figure 4 shows a model of the organisational information processing whilenived from organisa-
tional learning and OM approaches (for a detailed description and analiyshe model see
[MaKu1998]). The numbers in the figure refer to the information procesikm an organisation.
The organisational information processing starts with the estabighohelata in the organisation
which is perceived by organisational agents (human or computer agentsh&anvironment (1).
Two kinds of information sources can be distinguished: the informatidh atsnformation about
information” which can be accessed, if required, in the environmen&-imermation. Via individ-
ual learning (2) the information sources become part of the OM (wbiasists of the shared knowl-
edge, the individual knowledge which is accessible by the organisation andstitationalised
knowledge, see also [Pautz1989], 79). The individual knowledge can be shareel eeifilinked to
other individual knowledge by communicating with other members of the organisatter-
subjective knowledge is created (3). To be fully accessible and independent of indiwdoededge

has to be institutionalised (4).

—
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Figure 4: Model of the Organisational Informatiaroéessing (OIP model)
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The so-called “espoused theories” are explicated, officially diteceor agreed ways of reacting to
certain situations as opposed to “theories-in-use” which denote treamitkhypothesis which are
actually applied (5) (see [ArSc1978], 11). The theories-in-use mayynatde compatible with es-
poused theories; furthermore, the individual using these theories may arotnibe aware of the in-
compatibility of the two theories (see [ArSc1978], 11). The resuleetbns give finally feed-back,
new individual knowledge is created (6). The OM as a whole can beaseghte information prod-
ucts and services (7). On the one hand these products and services@amb@icated and dissemi-
nated to the environment (especially sold to customers!) (8). On thehath@, they can be commu-
nicated internally, as some kind of “official statement” (9) (enga big company, a subset of the OM
of the headquarters may be communicated to branches).

The whole process of organisational information processing is embeddedarganisational culture
(10). Most of the OM approaches claim that organisational culturéeoragoport OM. An open and
trustful culture is intended so that individual knowledge can be shared without regret.

In the following this model is used as a basis for our investigatidheopossible support which
Intranet-tools could provide for implementing OM approaches in organisations.

4.2 Analysis of Intranet Technologies Based on the Ol P model

The matrix below shows the possible support of Intranet technologiesgimisational information
processes which were described above. The result was derived fpaalfitative analysis which was
done by the authors. It is planned to verify the results by empirical studies.

Establishing |Individual | Information | Institution-| Action | Feed- | Repack-| External | Internal | Culture
info-sources | Learning Sharing alisation back aging | Comm. | Comm.

(1) @) 3) @ |leloel ol e | @]l
access and analysis
technologies
DSS/EIS/OLAP 0 ++ 0 0 i + + 0 0 0
data mining 0 s 0 0 0 0 i 0 0 0
data base interfaces and
gateways + + 0 + 0 0 + + 0 0
Intranet search tools 0 s 0 0 0 0 s i 0
communication
technologies
messaging systems 0 o+ + 0 0 0 ++ ++ +
chat systems 0 0 + 0 0 0 0 0 0 +
network news ++ + o+ + 0 + 0 ++ ++ +
electronic publishing + ++ + 0 0 0 ++ ++ 0
video conferencing 0 0 + 0 0 0 0 i 0 ks
co-ordination and co-
operation technologies
workflow + 0 0 + i + 0 0 +
groupware 0 0 ++ 0 0 + 0 0 + +
security technologie
firewalls + 0 0 0 0 0 0 0 0 -+
virus protection + 0 + 0 0 0 0 0 + ++
electronic commerce
technologies
electronic payment
systems 0 0 0 0 0 0 0 ++ + 0
EDI + 0 0 0 0 0 0 ++ 0 0
support systems
on-line education and
training 0 - 0 + + 0 0 0 0 0
EPSS 0 ++ 0 + ++ 0 0 0 0 0

Figure 5 : The support of Intranet-technologiesdigyanisational information processes (Legeridstrong in-
fluence, + weak influence, 0 undecided or no mfice, - weak negative influence, -- strong negatifluence)

The columns contain the ten processes of the OIP model. The rowsnci@adifferent Intranet
technologies mentioned in chapter three. The matrix fields reAeaxpected support of each tech-
nology for each process. As an example we expect that individual leaemrge strongly supported
by decision support systems (DSS), executive information systemsgid3)n-line analytical proc-
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essing (OLAP) (++).In the following the results of figure 5 arecdlsd in detail process by process,
especially the fields which indicate a weak (+) or a strong (++) support.

Note that every process is supported by at least one Intranet technology.

The process odstablishing information sources (1) is supported by several Intranet-technologies. On
the one hand, communication technologies ease the recording of informatioretthformation
from the environment. Additionally, co-ordination and co-operation technologiesasuaiorkflow
systems and also EDI systems form an automatic interface itestance customers or suppliers (e.g.
via the Internet). With an Intranet it is more easier to uséntieenet as one big “data source” from
which information is extracted (for the definitions of the termsormfation and data see
[LeMa1997]).

The main support for the processiadividual learning (2) comes from access and analysis technolo-
gies and support systems. Imagine for instance a data mining-tool whpshbusiness managers
learning more about their business by finding correlations between diffda&a or certain data pat-
terns. The support systems, like an on-line-education-tool are usedifiamgron the job by enabling
the user to get new knowledge about e.g. new information systems by himself. t@ommunica-
tion technologies, e.g. newsgroups, can help employees to find information on several subjects.

The strongest support from all Intranet-technologies for the procésfiohation Sharing (3) comes
from communication technologies which are classified according to theeruoh receivers for in-
formation sent. On the one hand, there are systems for one-to-many coatiooriike messaging
systems (especially with the help of distribution lists) and netwevks, on the other hand there are
systems which pass the information only to one station (e.g. chat systel®s conferencing).
Whereas the first group strongly supports information sharing, the second gthapght of as be-
ing of only minor help. Apart form the communication technologies thersasaastrong support for
the process oinformation sharing which results from co-ordination and co-operation technologies.
For example groupware systems enable every team member to digsemsnar her knowledge to
the other team members very easily and quickly. This is all the mmp@rtant as the constant need
for change forces organisations to adopt virtual structures. In thisxtame person is member in
many teams in which he or she plays different roles.

The process of institutionalisation (4) is supported by bi-directional data base interfaces and gate-
ways, by communication and co-ordination technologies like workflow systemisyasupport sys-
tems. These technologies can be used to spread new values, normsgulasons, business proce-
dures and information so that new espoused theories emerge.

Once the rules, regulations, information and the like are institutsaahin workflow systems and
electronic performance support systems, they immediately suppatttbe-process (5). Workflow
systems more or less force the employees to use the espouseds thdueieas electronic perform-
ance support systems are slightly more subtle.

For thefeed-back-process (6), however, Intranet technologies are of no great help. A weak support
comes from executive information systems and on-line analytical gingeshich for example show

the effects of a new marketing-mix on retail sales in a icegigographical region, from communica-
tion, co-ordination and co-operation technologies, especially those that have a multtutesttare.

The process of repackaging (7) is supported by only one group of Intranet technologies, the access
and analysis technologies. Information and knowledge, that is already availdbe organisational
memory can be reproduced and repackaged using Intranet search-tools, decision support sgstems, da
base interfaces and gateways to all kinds of application systems throughout the enterpris

Communication technologies are certainly needed for the processeterofl Communication (8)
andinternal Communication (9). Today official enterprise communication, whether internal or exter-
nal, is often still paper-based, but a corporate Intranet withatsive amount of electronic informa-
tion can ease these processes a lot. The new generated Informadioct gan be disseminated by a
messaging system inside and outside the company or stored in a ddtausaraccessible for se-
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lected people. Another strong support for &xternal Communication comes from electronic com-
merce technologies. Electronic payment systems play a crucidieosise they make it possible to
charge customers on-line small amounts of money for information .egeMal996]). In the case

of internal Communication one could imagine that each profit center charges other organisational
units for information provided. Thus, information sharing could be boosted by retiraiegits to
those departments that offer their knowledge freely (which could #isct ghe organisational cul-
ture).

Several technologies affect thelture (10) in a company. Security systems, e.g. firewalls and virus-
protection-systems encourage to communicate freely and can cregteraand trustful technologi-
cal environment. However, workflow systems with their tendency of fonpaaple into predefined
organisation flows exert a negative influence on the openness of the organisational culture.

5 Conclusion

In this paper we tried to bring together OM approaches on the one handlramadges which could
support the related concepts on the other hand. A theoretical modelweéspde to analyse the po-
tentials and chances which existing technologies have considering theirtdoppbe OM. Intranet
technologies were taken as an example to show the application of the Addigonally, the model
was used to integrate different OM approaches with respect toréugiirements for technological
support.

Basic result of this analysis is that there are already coabigepotentials when applying Intranet
technologies to OM approaches. Current OM approaches as stated itertitaré are sufficient to
serve as a common framework for the design and development of tecwhitalns. In other words
OM concepts can form a comparably well-founded vision for the future afeweht of corporate
Intranets. However, whereas after almost 30 years of softwaneeenigig and data base engineering
we now have sound methods and tools to support the design and management of (relateobake
systems (DBS), there is still a lack of understanding consideringotiien of OM theories and con-
cepts. Nevertheless, we believe that OMS form an emerging nvahict is very attractive to enter-
prises and business consultants (conducting business development projestsjveare vendors as
well (in search of applications for their technologies). Both reasliard willingness to support man-
agement activities in the field of organisational learning and knowledgegement by modern in-
formation technologies is already increasing.

Apart from this practical dimension, the application of advanced da&tareknetwork technologies
in organisations make it possible to gain more insight into what gft&gt approaches can exert on
the notion of organisational information processing (evaluable e.g. by the ofeampirical analy-
sis). Our research work is still in progress. A comprehensiveipisorof the research approach and
the results will be published in [Lehner1998]. This paper summariggsréisults of a qualitative
analysis. There are, however, too many tools around which claim to suppaisatigaal processes
of generating, institutionalising, retrieving and disseminating informatiberefore this paper con-
centrated on tools concerning “Intranet’- or “Web"-technologies. As taldai concept or a sound
theory is still missing there is considerable confusion concernindggiieway of applying informa-
tion and communication technologies to OM or OL projects. This papeteisded to contribute to a
better understanding of the relevant issues and to indicate research directions.
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