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Introduction

Knowledge is a true asset of a marketing-
oriented organisation, and its integration
across departments and disciplines should be
emphasised. Dealing with several technical
tools and human values, knowledge
management (KM) shows how learning
organisations, intelligent organisations and
enterprise management can re-engineer their
processes using an applied knowledge-based
approach. Intelligent agents (human value)
and technical tools can provide the basis for
long-term organisational effectiveness of firms
that wish to institutionalise KM.

KM is becoming progressively more useful
because management is taking into account
the value of intelligent systems and intelligent
agents (Wooldridge and Jennings 1995). Over
the past decade, there has been an awakening
of awareness that the organisation needs to
manage properly its intellectual capital and its
technical tools in the information domain,
that is, persons and information systems.

According to some opinions (Stewart,
1997; Wiig, 1997), KM can be seen as a
methodology for creating, maintaining and
exploiting all the possibilities of the huge set
of knowledge that each organisation uses in its
activities. Another perspective interprets KM
as a set of processes that support the creation,
dissemination and utilisation of knowledge
(Liebowitz and Wilcox, 1997) between
appropriate intelligent agents and technical
tools such as information technology (IT) and
decision-support systems (DSS).

Some organisations are showing great
interest in implementing KM processes and
technologies, and are even beginning to adopt
KM as part of their overall business strategy.
Considering the need to increase managers’
concerns, this article holds that a set of factors
is dramatically useful to justify the
relationships among KM efficiency,
intelligent agents and technological resources.
The purpose of this article is to reinforce the
roles of intelligent agents and technical tools
in the building of KM efficiency. The
emphasis should be on the operational
relationships, because they enhance the KM
process. This article will focus on developing
a conceptual model for KM efficiency and a
framework for the roles of intelligent agents
and technical tools in the conceptual KM
model. Finally, some reflections and
management implications will be presented.
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Abstract

This paper aims to improve understanding of the process

through which knowledge acquisition, technical tools and

organisation actors can contribute to an organisation

development in developing knowledge as a systemic

competitive weapon. It examines the relationships

between the technology and human value, because they

are vital instruments of the knowledge management (KM)

process. By considering that KM is related to intelligent

agents, information technology (IT), and strategic

decision-support systems (SDSS), it attempts to provide

useful insights on KM efficiency. A conceptual model of

KM efficiency in the organisations supported by the

combination of intelligent agents’ role and intelligent

systems resources is presented. The model is divided in

two areas: the area of technical tools for specification of

intelligent systems resources and the area of intelligent

agents destined to focus their roles on organisations’

performance. The major factors are discussed and

directions for future research are suggested.
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Improving knowledge through technical
tools

A variety of tools can be used to create
learning linkages, explainable models and
handle KM. New learning tools are appearing
that offer technological dimensions to human
intellectual abilities, that is, they provide the
mechanism for building sustainable KM
systems. With these new tools, some
knowledge can be formalised in a software
program and made available to intelligent
agents across the organisation. Such a system
requires that the knowledge be accessible,
understandable and storable by the intelligent
agents.

In the last years, there have been significant
advances in IT, which offered new
possibilities to the KM processes. For
example, the improved computer interfaces,
higher capacity data storage, advances in
knowledge engineering approaches, and
computer-aided DSS have provided a
significant contribution. The advent of
electronic performance support systems
(EPSS) underscores this achievement (Gery,
1991). The great number of personal
computers and communication networks
permits the organisations to acquire and
retain new knowledge in order to obtain
better competitive positions (Halal and
Smith, 1998; Tapscott, 1996). Using a
computer network, even geographically
distributed executives with common goals can
communicate, share and combine their
creative efforts across time and space barriers.
This network  knowledge systems, intelligent
agents and computers  will work together to
distribute data, information and knowledge.
As the main technical tools, IT and strategic
DSS (SDSS) will be discussed.

Information technology

Managerial work patterns have been affected
by the advent of new information
technologies, and the power of knowledge is
now substantially recognised as an
organisational asset. Information and
communication technologies are essentially
enabling mechanisms for the transfer of
information, and this permits new ways of
acquiring and sharing knowledge.

IT has had an immense impact in industrial
development. For example, it is responsible

for the automation of routine tasks and for the
co-ordination of several activities through
better communications. In many
organisations, it is necessary to take into
account their integrated computer systems 
and related databases and applications  to
analyse and understand their core business
processes. Computer systems essentially
participate in human activities and manage
autonomously various processes. The
information contained in these systems is also
useful for measuring and monitoring to
ensure rigorous quality and cost control. In
fact, IT is increasingly associated with all
types of productive machinery and with
administrative functions through data-
processing systems, all linked by data-
transmission equipment. For example, in the
cost-accounting area the use of computers
creates better knowledge of factors that
influence material consumption, and new
instructions to production management can
be given. Some organisations seem
particularly well adapted to take advantage of
the enormous potential of IT because of the
systems approach to the process and the
product design. Moreover, it is possible to
obtain better management benefits from the
increasing horizontal flow of information
within and between providers and clients.

Nowadays, IT is being applied to manage
knowledge acquisition and its development. IT
makes possible concentration and diffusion of
knowledge, and permits top managers to obtain
information more quickly and accurately, but
also allows middle managers to be better
informed and make more timely decisions. The
existing IT infrastructure supports the KM
architecture. In fact, IT infrastructure enables
collecting, defining, storing, indexing and
linking data and digital objects in order to
process them, to obtain information with
sufficient flexibility to render it meaningful and
applicable to develop activities and support
management decisions. These capacities allow
us to say that the distribution of explicit
knowledge electronically plays a significant role
in the context of organisational structure and
capabilities.

The effective use of IT to communicate
acquired knowledge requires an interpretative
tool. The more the intelligent agents share
similar knowledge and professional
experience, the more effectively knowledge
can be communicated via electronically
mediated channels. When the interpretative
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tool is not well shared and knowledge is
primarily tacit, communication and
professional experience is best supported by
more interactive methods such as video
conferencing and face-to-face conversation.

Strategic decision-support systems

An organisation should have the capacity to
exploit its knowledge and learning capabilities
better than its competitors if it decides to
assume a given competitive strategy (Grant
and Gnyawali, 1996; Roth, 1996). This
capacity depends on its intelligent agents. In
fact, they should believe that it is possible
explicitly to link strategy, knowledge and
performance in order to increase the
probability of adding value. Some firms are
able to define the needed links between the
strategy and what their intelligent agents need
to know, share and learn to operate during the
strategy implementation.

Knowledge may be of several types, each of
which may be made explicit. When the explicit
causal knowledge is shared, often in the form
of environment, competitors and situation
analysis, it enables managers to co-ordinate
the formulation of strategies and tactics for
achieving objectives. Since the early 1970s, a
growing number of studies in the area of DSS
decades have been reported (Eom, 1995), and
they reflect the need to establish a substantive
and coherent field of management
information systems.

An effective DSS design may consider a
common set of DSS elements, including DSS
environment, task characteristics, access
pattern, DSS roles and function and DSS
components (Angehrn, 1993). Moreover,
managers have to make decisions within
complex scenarios and to consider several
strategic alternatives. This means that
management activities need the contribution
of SDSS, that is, a set of adequate
combination of specialised software and
hardware (Mentzer and Gomes, 1991;
Merten, 1991). SDSS may be included in an
efficient KM in a co-operative and integrated
way, for example in order to deal with sales
strategy and new technology choices. The
design of such SDSS should be developed
according to management needs and
intelligent agents’ skills. SDSS can be useful
even for planning in small business
management (Moormann et al., 1993).

Knowledge obtained by intelligent
agents

In a management environment, agents are
conceptually defined as entities that are able
to understand the sense of a given situation
and to act according to some orientations
(Russell and Norvig, 1995). Other definitions
refer to an environment where other agents
exist and interaction takes place (Shoham,
1997; Wooldridge and Jennings, 1995).
These interacting agents are owners of a great
amount of knowledge, professional
experiences and beliefs that they can share
and constitute a ground, which may account
for the achievement of useful co-ordination
levels during interactions. Meaningful
interactions in dynamic environments cannot
be accomplished on the sole basis of message
exchanging due to turbulence and
uncertainty. In order to obtain better results,
the communication among intelligent agents
should assume a co-operative form and be
supported by IT resources.

The study of intelligent agents has become
one of the most important fields in
understanding organisations’ performance.
Organisations depend on people for
sustaining their knowledge levels. Since
knowledge systems increase the professional
performance of individuals, the individuals
become prepared to create and embed
knowledge in the organisation. Intelligent
agents are playing a vital role in bringing
about the rise of new advantages and
participating actively in consistent innovation,
because this is the key to an organisation’ s
development (Pearson, 1991). They may be
used as a promising solution for assisting the
updating of knowledge in a timely manner
(Rasmus, 1999; O’Leary, 1998).

The concept of the human intelligent agent
is based on individual competence, that is,
personal capacity to act in various situations
according to rules, beliefs and professional
procedures. It also includes education,
experience, values and social skills. The
success of organisations is supported by an
organised and integrated set of competencies.
The acquisition of new knowledge leads the
intelligent agents to participate in a number of
various knowledge relationships, creating
multiple perspectives of the same situation.
These perspectives may contribute to enlarge
the number of possible solutions, which
improves the quality of the decision-making
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process. The existing knowledge may be the
point of departure to creative efforts, thereby
creating links to new knowledge areas. If
intelligent agents can access various databases
for solving a problem, they may get a deeper
understanding about the situation and they
will be able to contribute more adequately to
the decision-making process.

Moreover, intelligent agents use their
unique competencies to deal with problems
and opportunities. In fact, they can be
prepared to convert data and information
into meaningful knowledge, which is shared
and focused on competitive strategies.
Research on intelligent agents and co-
ordination of multi-agents has drawn
tremendous interest from business
communities (Lin et al., 2000).

According to this perspective, an
organisation can be better understood using
intelligent multi-agent architecture.
The development and the analysis of
co-ordination and interactions among
multiple intelligent agents allows to
understand better the process of KM.
Meaningful interactions in dynamic
environments cannot be accomplished on the
sole basis of message exchanging due to
turbulence and uncertainty. In order to obtain
better results, the communication among
intelligent agents should assume a co-
operative form and be supported by IT
resources. Multi-agent architecture may be
designed to support each agent’ s role in the
decision-making process. This architecture
depends on each organisation structure, and
the major goal of each agent should be to
attempt to gain a better knowledge level by
increasing learning efforts while exercising
potential creativity and innovativeness.

Team creativity depends on creative
individual agents and is receiving
considerable attention from some
researchers involved in unstructured
problems (Amabile et al., 1996). In fact,
teams can bring together the right mix of
intelligent agents who have the appropriate
set of knowledge, skills, information and
abilities to suggest solutions in what
concerns difficult and unpredictable
problems. The quality of their results
depends on how well individual knowledge
can be communicated among intelligent
agents (Van der Spek and Spijkervet, 1997;
Wiig, 1995).

Learning efforts

Individual learning is the ground from where
the concept of KM can appear and be
understood. It is widely accepted that
individuals must participate actively in several
learning processes in order to acquire the
requisite knowledge to perform tasks. The
development of learning abilities demands for
skilled people, knowledge institutions,
knowledge networks and updated information
and communications infrastructure. The
understanding of the learning process needs
to consider the differentiation between ideas
and skills (Nelson and Romer, 1996).

The importance of training capabilities for
any organisation is well recognised, especially
for those agents concerned with preserving
intellectual capital. This concept can be useful
for integrating the capacity to solve problems
and to participate actively in the decision-
making process. According to this point of
view, organisations can be places to develop
relationships and manage working groups in
which the learning process leads to knowledge
improvement and contributes to better
performance levels. Education and training
programs are powerful tools for transferring
knowledge, but they are not the main routes of
the learning process. Intelligent agents have to
be prepared to gather external data, because
many powerful insights may come from
competitors, clients and providers. If attention
is motivated and focused on immediate
environment new perspectives can be gained.
Organisations in completely different
industries can suggest innovative solutions and
reinforce creative thinking.

The term ’’ learning organisation’’ (Senge,
1990) has come into wide use. In order to
achieve a better understanding, the
organisation should concentrate its
development efforts on the process through
which knowledge and learning can contribute
to the achievement of the objectives. Some
organisations have established working
processes that require their intelligent agents
to think periodically about the past because,
in this, they become more prepared to learn
from their failures. New agents can even bring
fresh perspectives and take advantage of some
situations as opportunities to gain experience
and increase their own learning.

Learning has a pre-eminent role in building
and enhancing of the knowledge level. The
new possibilities of IT can enhance the
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individual’ s knowledge that leads to effective
task performance. In fact, technologies
embodied in user interfaces, computer
memory and databases (or knowledge bases)
have evolved, and they are now capable of
increasing the intellectual potential.
Presently, the learning globalisation and the
innovation network facilitate the transfer and
use of existing knowledge and the creation of
new knowledge, which can become a
competitive advantage.

Collaborative knowledge-sharing activities
are also a learning process. Team members
can work in a knowledge-improvement
system by continually learning from each
other. To support the collaborative efforts,
management needs to create, develop and
maintain flexible communication channels in
order to allow knowledge sharing. A
knowledge-improvement activity can be
executed when an intelligent agent seeks data
and/or updated information that are required
to enhance existing knowledge. Normally, a
knowledge-improvement activity is based on
enterprise needs or individual motivation.
The dynamic nature of a rapidly changing
environment requires management incentive
schemes to increase motivation levels.

Without a focus on individual learning and
an intensive co-operation, the KM process
cannot expect to sustain any competitive
advantage from KM efficiency. To sustain the
KM efforts, the learning support systems that
are implemented need to integrate long-term
learning processes because they continuously
build individual competency. This strategic
orientation leads to collective performance by
teams and/or task forces, and ultimately to
organisational performance. That is why
leading firms in some developed countries are
implementing learning support systems as an
integral part of their KM efforts.

Creativity

Often, the quality of consensus decisions
depends on the number of ideas and decision
proposals that members contribute during
decision group interaction. This means that
creativity plays a significant role in
communicative effectiveness. It is well known
that individuals who do not fully comprehend
the group process and the possible rejection of
some proposals tend to inhibit their creative
efforts, and this restraint leads to them

contributing fewer ideas. However, other
group members, despite some rejection, keep
alive their creativity and continue to introduce
new and different proposals for group
consideration.

The ability of individuals to create and
transmit knowledge has the potential to
contribute to teamwork and is an important
issue for supporting collaboration when new
perspectives are needed. Differences in
ability, creativity, knowledge level or personal
characteristics among intelligent agents are
likely to influence the KM process. The
process of creation begins with the learning of
basic skills, and depends on inner forces and
clear guidance; moreover, it also needs a
positive organisational context (Oldham and
Cummings, 1996). A precisely defined set of
objectives and motives can stimulate and
facilitate the ability to create new knowledge,
because it is creativity that enables the
transformation of one form of knowledge to
the next (Kao, 1996). Knowledge-creating
activity is based on problem representation,
which should be treated according to specific
IT tools and techniques.

Whenever individuals obtain new data,
more experience and new information, they
also acquire the possibility of developing new
knowledge (Sena and Shani, 1999). For
instance, when designing a multimedia
system, or new software, designers and users
may combine different individual
perspectives, create one or more design
solutions and software features consistent
with organisational requirements. This means
that other individuals throughout a KM
process can refine knowledge continually. In
this sense, the aim of the organisation
structure is to support creativity and enable
close intelligent agent relationships. Top
managers keep tight control, supported by a
management information system.

Knowledge management efficiency

The competitive arena forces organisations to
face the need for efficiency and encourages the
use of KM to leverage intelligent agents’
abilities and the more frequent use of technical
tools possibilities. The organisation can
measure some of its intangible assets and use
non-financial ratios or indicators for measuring
management efficiency. Depending on the
most important value-creating processes, each
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organisation has to choose the assets to
measure and the adequate indicators.
Measuring intangible assets is not an easy task
because there are neither specific techniques
nor evaluation criteria. Moreover, management
needs to acquire qualifications to develop
measurement systems and to understand the
specificity of the problems involved in the
intangibles domain. According to the
characteristics of the present development, the
emerging knowledge economy has to be taken
into account. For instance, some organisations
such as high-tech firms and professional
services firms, are already experiencing the
effects of the knowledge economy.

KM is directly linked to the competitiveness
of an organisation’ s knowledge. In fact,
existing knowledge and the creation of new
knowledge units can be compared to what an
organisation must know to execute its
competitive strategy. The need for
organisational efficiency stimulates the use of
careful and attentive knowledge development
to attain an acceptable level of KM efficiency.

The benefits from KM depend on the type
of knowledge application. For example, due
to low interactivity, electronic publishing
pre-packaged knowledge (e.g. electronic
textbooks and course notes) can provide a
significant cost saving or increased efficiency.
On the other hand, more interactive
applications tend to provide support for
solving problems, and for innovating
products. Management has to find a stable
equilibrium between KM efficiency,
intelligent agents’ commitment, and technical
tools’ performance. An adequate combination
of intelligent resources can help managers to
anticipate problems better, to guide the
innovation effort, and to contribute to greater
KM efficiency focused on the achievement of
organisational objectives. Based on a set of
technical tools (SDSS, groupware, interfaces,
systems integrators, hardware and software),
organisations can try to find a new approach
to obtain higher levels of integrated strategic
decisions, organisational effectiveness and
management performance.

Strategic decisions

The managerial decision-making process has
a dynamic nature that reflects the existing
synergy that can occur along the process. This
synergy can have a significant role when

managers have to make some strategic
decisions, because it may become the basis of
the organisation’ s success (Harrison, 1996).
KM may be used to define precisely a
decision problem, to specify completely its
decision elements and to quantify them; this
may result, for example, from the
organisation’ s need to resolve complex issues
resulting from conflicting objectives. In a
structured decision situation, KM can be
effective enough to explore interactively a set
of objectives or strategic alternatives; such
exploratory analyses may result in a deeper
understanding of a decision situation.

Sometimes, managers formulate their
strategic alternatives based on imperfect
information with a high level of uncertainty,
because they do not use all the benefits of
intelligent systems, where SDSS may play a
significant role. The analysis of the strategy-
formulation process is critical to
understanding the decisive role of KM. In
making strategic decisions, management
recognises that the organisation is a systemic
entity, because the impact of these decisions is
felt across all functional areas. Moreover, a
forecast of the future environmental
characteristics and an evaluation of the
threats and opportunities embedded in it are
needed. All this knowledge provides a better
position to make competitive strategic
decisions.

Many organisations do not know how to
manage and use effectively the most
important competitive edge they possess 
knowledge, intelligent systems, technological
resources and intelligent agents. Managers
have to understand and accept the growing
field of KM, with particular emphasis on
knowledge-based systems and their
competitive use. The challenge that modern
organisations face is to turn the scattered
knowledge of their intelligent agents who are
working in a virtual team into a well-
structured knowledge repository (Van der
Spek and Spijkervet, 1997).

Some organisations employ systems whose
purpose is to capture critical knowledge,
placing it in databases, and allowing the
access of those intelligent agents who may
profit from that knowledge. In this manner, is
much more possible to improve the decision-
making process. Future research on the link
between strategic management and IT should
examine carefully the evolution of the use of
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KM and DSS as a common effort to support
strategic decisions adequately.

Organisational effectiveness

Deciding the value of knowledge and learning
may be the most effective approach to
improving a solid and prevailing competitive
basis for business organisations. Often,
management effectiveness is attested by
organisations’ ability successfully to assimilate
their acquisitions in the industries where they
operate. Unless the intelligent agents are able
to learn performance-related tasks, there can
be no organisational effectiveness. If
organisations take effective care of their KM,
they become able to understand their strategic
knowledge requirements and they can devise
a knowledge strategy adequate to the global
business strategy.

Effective knowledge creation, sharing, and
leveraging require an organisational culture
that values learning, teamwork, knowledge
sharing and innovation. Managers can
formulate incentive schemes for engaging
their intelligent agents in those knowledge-
based roles, activities and processes (Zack and
McKenney, 1995). Organisations can derive
significant benefits from a proactive KM.
This adoption orientation requires coherent
planning of the combination of organisation’ s
technical tools, intelligent agents, knowledge-
processing requirements and KM strategy. In
this point of view, the assessment of
organisational effectiveness is essentially
related to how well the organisation is
matching its global offering to the identified
needs of its target markets (Johnson and
Scholes, 1999). The KM architecture
provides a framework for guiding this
important effort.

Management performance

Organisational analysis often starts with a
performance analysis guided by objectives.
Performance levels can help managers to
determine whether a strategy should be
reviewed or changed, and to identify areas of
organisational strength. Performance
measurement is related with the
organisation’ s key areas, such as expansion,
innovation and productivity, which are critical
to the development and prosperity of the

organisation. Obtaining, creating and
managing knowledge to support strategic
decisions making and implementation is a
practical problem that organisations should
solve. A formal strategic KM system can
enhance the organisational effectiveness and
preserve data, ideas, operational solutions and
acquired knowledge within the organisation.
There is growing interest in building complex
systems by co-ordinating and integrating
intelligent systems. Some authors consider
that systems co-ordination is essential
to achieve a pre-determined objective.
Co-ordination among different decision
makers is quite advisable to achieve high
performance levels, and has also been
suggested as a structure model for some types
of organisations (Kappel et al., 1998; Ellis
et al., 1991).

It is possible to create intelligent software
objects and other technical resources that
represent the realities with which the
organisation has to deal in a competitive
manner. Nowadays, intelligent systems are
used to measure performance levels and
intense efforts are being made to improve
their features in order to obtain adequate
conclusions and better decision-making
activities. For example, DSS applications
include:

strategic planning;
requirements analysis;
business process re-engineering;
business planning and control;
project management; and
performance measurement.

Much of the concern about management
performance will be alleviated when KM
attains adequate efficiency levels. Advances in
processing hardware, software and intelligent
systems will let organisations obtain the
appropriate performance tuning for
adaptations according to opportunities and
competitors’ movements.

Because the objectives of a strategy of an
organisation may be stated in terms of
expansion, differentiation, sales, market share
or profitability, top managers have to monitor
the performance measures as indicators of
objectives’ achievement. By examining
performance according to an evaluation
procedure, management will be better able to
understand the reasons for the strategic
results. If the evaluation procedure is
sufficiently detailed, it will be possible to
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understand the reasons for differences in
performance and to decide some corrective
actions.

The value of performance measurement is
ensuring ongoing organisational success.
Thus, it is necessary to emphasise the
importance of measuring organisational
performance in ways that go beyond the
limitations of traditional financial reporting
systems. In fact, most organisations now
recognise that some areas not covered by
financial systems  such as customer
satisfaction, employee morale and new
product development  have a decisive
influence on long-term performance.

Conceptual model

As can be seen in Figure 1, a conceptual
model for KM efficiency is proposed. It
emphasises that problem-solving strategies,
strategic decisions, organisational
effectiveness and management performance
can be the logical results obtained from KM
efficiency based on intelligent agents and
technical tools, namely IT and DSS. This
model takes into account numerous
determinants (determinant factors) of the
relationships among various fields.

The top portion of the model shows the
main sources where knowledge can be
acquired (data, experience and information).
KM has to deal with two domains:
(1) technical tools; and
(2) intelligent agents.

Technical tools include IT and SDSS because
they contribute intensively to the formulation
of competitive strategies. The factors that
affect drastically the technical tools are
development, differentiation and integration.
As explained previously, intelligent agents are
persone whose functions imply learning
efforts, creativity and decision capacities at
different levels in the organisation. Intelligent
agents make knowledge progresses based on
each individual’ s efforts and skills.
Nevertheless, the behaviour of each intelligent
agent depends also on the motivation
methodology adopted by the organisation and
on the actions that management takes. Within
this architecture, technical tools and
intelligent agents can contribute to
knowledge-development decisions based on
certain predictive modelling methods.

The adequate combination of IT, SDSS, and
intelligent agents’ activities can lead the
organisation to a particularly strong competitive
set. In its architecture, the KM efficiency model
uses intelligent agents to acquire and develop
knowledge units, DSS for managing decision-
making processes and IT to support those
processes. Thus, the organisation could obtain
a solid basis for its strategic decisions, achieve
higher levels of organisational effectiveness and
provide impressive qualitative results of
management performance.

Until now, this model has only been
conceptualised according to literature review
and our personal perspective. Further work
will be required in order to validate this
model. In the near future, it will be
confirmed, using the validation of several
hypotheses based on the analysis of empirical
research (data collected from technical
experts and managers).

Conclusions

This article intends to provide insights to a
better understanding of KM in what concerns
the possibility of enabling organisations to
attain higher performance levels and to
experience several solutions to
competitiveness problems. Its considerations
provide considerable support for the
importance of intelligent agents, IT and
SDSS as a decisive contribution to KM
efficiency. Consequently, these
considerations intend to represent an
important step forward in presenting KM
efficiency as decisive support for the
competitive development of organisations.

The architecture of the model proposed
here should be improved in order to include
new actors and the consideration of a wider
set of technical tools, which could offer
significant contributions to achieve better
KM efficiency levels. A major short-term goal
is to enhance and validate this model with real
data suitable to dealing with the evolution of
managers’ comprehension of the strategic
value of KM.

Future research should:
measure accurately the importance of the
factors that affect intelligent agents and
the use of technical tools;
face managers’ attitudes regarding the
usefulness of IT and SDSS as an
intensive effort improve KM efficiency;
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attempt also to incorporate significant
differences between internal and external
intelligent agents, relating them to an
integrated utilisation of organisational
resources.

This integration would preannounce a more
powerful tool of strategic management.
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