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themselves. This process has come to assert itself as a result of the affirmation of Industry 4.0, where,
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a roadmap design and proposes a set of management questions to assess maintenance maturity.
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necessary for the management of new projects/products, creating relevant information to strategic decision
makers, stating that the exploratory cycle of the process intends to create organizational knowledge that
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by the presentation of a case study, which can be applied in an SME due to its technical simplicity. The
objective is to support the proposal as a promoter of information and knowledge management. The work
ends with a critical analysis of the contents, exposure of limitations, and suggestions for possible future
work associated with the current theme.
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Preface

With the gradual resumption of economic activity noticed by the World Governments, most businesses
are facing a range of challenges associated with implementing measures to protect the health and safety
of their employees. So, some employers had to put certain business activities on hold and even start new
ones to keep their organization flowing. The global COVID-19 pandemic has challenged companies
to manage their organizations in newfound ways. In the short term, they are facing enormous scope
changes to their business plans, in the long term, they must adapt and continue to make progress on their
original goals. To this end, it is important to understand how changes can be associated with methodolo-
gies traditionally adopted with the support Information Systems and Technologies. This book aimed to
analyze the sensitivity of organizations to the change management based on methodologies and tools to
control impacts; Understand how employees will be impacted in their environment, and how technol-
ogy will help; Which types of frameworks were built for communication and business continuity; The
Importance of Collaborative and Interactive Relationship for Change Management; Paradigm Shift in
Business Strategic Programs to Change Management; Emotional Factors and People Issues for Change
Management. These macro key objectives are focused on the following variables:

e  Focus on the big picture. The strategic business goals and objectives that mattered yesterday mat-
ter more now. Tactics may need to be updated but staying focused on the big picture is critical for
business performance.

e  Adapt to new ways of productivity. This may include building new virtual dashboards on project
or team progress, remote status meetings and team brainstorming sessions, or utilizing different
collaboration tools to support remote communications. Whatever the case remains flexible and
provide support to project teams and impacted team members.

e  C(Clearly and consistently communicate. Creating a structured communications format and set-
ting expectations for remote work will help keep people focused and productive during times of
uncertainty.

e Increase ways for employees to provide feedback and escalate issues or concerns. This will help
to gauge communications effectiveness, adoption, and areas of resistance.

e  Enable continuous improvement. Training and development, such as virtual team management
coaching and collaboration management, helps employees pivot to adopt new ways of working
and operate productively.

e  Build in elasticity. Adjusting business continuity plans, ensure program is sustainable for the long
term with the ability to evolve as developments, continue to change.
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The book structure is composed by 16 chapters, that encompass studies which approach theoreti-
cally focused chapters that attempt to discuss fundamentals, conceptual definitions and relationships
and set new levels correlated to nowadays issues. It permits understanding how contents could be ad-
dressed by researchers and practitioners to develop further comprehension over changes in organizations
management field. Finally, opens a reflection where practical results from field implementations can
be detailed, exposed, and evaluated by authors, defining an actual point of technological application
in real cases, completing a context where theory reaches practices, enabling a deeper understanding
of concepts, methodologies, and holistic approaches to Reviving Businesses With New Organizational
Change Management Strategies.

Chapter 1, authored by Albérico Travassos Rosério, describes the Increased global concerns about
climate change and environmental degradation have attracted attention to sustainable development
strategies. Sustainability involves maintaining ecological balance, requiring organizations to integrate
social, political, economic, and environmental concepts in their business models. This research aims
to explore the new business models associated with increased awareness of sustainability. Despite the
differences in definition and implementation of these modern frameworks, innovation and sustainability
remain the central concepts of enhancing value creation and capturing. While these business models
aim to enhance organizations’ capability to optimize new opportunities and overcome challenges, they
also aim to improve society and protect the environment.

Chapter 2, authored by Neeta Baporikar, Knowledge Management is crucial in this knowledge-
based society. Further knowledge is a critical resource when it comes to business competitiveness and
sustainability. Hence, to reach the sustainability aims, knowledge management (KM) may be regarded
as central for any business organization. Therefore, adopting an in-depth literature review method with
a grounded theory approach the aim of this chapter is to discuss the role and significance of knowledge
management to ensure business growth and sustainability. The chapter also provides a holistic framework
of knowledge management for business sustainability.

Chapter 3, authored by Ana Catarina Lopes da Silva, Technologies and digital transformation are
the forces that have transform societies. In a world where everything seems to be under “control”, the
unexpected occurs and forces rapid changes without a proper time for planning. The future becomes
uncertain, and the present becomes an excellent opportunity to upgrade and maximize profit by changing
the way organizations work and especially how organizations communicate. The New world highlights
the relevance of information systems flexibility and the powerful role that communication plays in the
success of organizations.

Chapter 4, authored by John Loonam, this chapter seeks to explore the key strategic change lessons
organizations can learn ahead of implementing digital transformation initiatives. The chapter will re-
view the digital transformation literature and associated challenges organizations are confronted with in
implementing large-scale information systems-enabled change. Key Enterprise System lessons are taken
from implementation, where the McKinsey 7-S framework is introduced as a lens to support organiza-
tions adopting digital transformation. Critical success factors are identified that seek to provide leaders
with a more holistic arsenal when leading digital transformation initiatives. The chapter concludes with
reflections for the strategic change field.

Chapter 5, authored by José Pogas Rasciao has the objective of this work is, on the one hand, to study
the new competitive forms that correspond to the development of the different markets linked to electronic
platforms and social networks on the Internet. On the other hand, to develop a proposal for social welfare
for the positive and negative impacts produced by the development of these markets. In the first part,
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the main social and economic changes inherent to political and social evolution are addressed. The main
logical trends of the market are presented about production and modalities of information appropriation,
in particular the new forms of information asymmetries in the electronic market.

Chapter 6, authored by José G. Vargas-Hernandez, this study has the aim to analyze the characteristics
of the strategic greening and social responsibility of organizational development. The main assumption
of the analysis is based on the consideration that the strategic organizational development should take
into consideration the greening of organizations and the corporate social responsibility. Using a holistic
and humanistic approaches on individual and organizational development, the analysis focus on indi-
vidual freedom, lifetime education and training, consciousness on human values and ethical concerns
related to the implementation of the organizational greening and corporate social responsibility. Finally,
it is proposed a strategic organizational development model. Keywords: Corporate social responsibility,
organizational development, organizational greening, strategy.

Chapter 7, authored by Catia Sofia Salgado, Digitalization is changing the way we live, we work, our
relationships, and it could not be otherwise if we talk about competitiveness in the maritime transport
sector. The world faces considerable technological challenges; so does the maritime sector, turning
information technologies into opportunities by using countless data inputs, thus allowing to have more
control, a better planning and a reduction in operational costs while enhancing environmental sustain-
ability. According to Carbone & Martino (2003), ports have been naturally used for transshipment, con-
sisting on the transference of cargo from one mean of transport to another, which led to a series of new
demands and challenges in what port management concerns, since goods temporarily remain within the
area under the influence of the port, before its expedition, port activity faces diverse challenges in what
regards the management of storage, availableness, and handling, among other issues.

Chapter 8, authored by Nuno Geada, Information is the driving force of organizations because it is
based in Information Systems that the decisions are made. The need to have adequate infrastructure for
collection, storage, processing, and distribution in an organization means that an appreciable part of
the organization’s effort in terms of human and financial resources is channeled in this direction. This
chapter aims at the development and consequent application of change management, for optimization
of information and process management based on the Lean methodology in information systems. The
analysis and implementation of infrastructure for information management is based on eliminating
waste and activities without added value, thus imparting continuous improvement, to achieve the goals/
objectives proposed towards excellence and success and optimization processes and services. To achieve
the objective of this project, a survey and analysis of the requirements of the I'T processes to be able to
construct and implement the change management on digital.

Chapter 9, authored by Denise Lopes Pereira, with an increased competition, speculation, changes in
customer expectations and world events that significantly disturb the markets, managers have more tech-
nical difficulties in coordinating/monitoring organizational processes and practices. The lean philosophy
made it possible, through the identification of the most recurring problems within the company under
study, to understand the restructuring needs of the organizational culture, the revision of fundamental
key processes, the significant improvement in response times and the assumption of a commitment by
stakeholders from the various areas of activity in the company. In this context, this work carried out in
the scope of internship, aims to analyze, and evaluate the importance of adopting the lean concept in a
multinational company, inferring about the benefits achieved and the improvements felt regarding com-
petitiveness and service level. In this sense, it was clear that the adoption of lean allows the optimization
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of key processes. Keywords: Organizational culture, Lean, reviewed processes, Lean implementation
models.

Chapter 10, authored by Pedro Silva, Alexandra Braga, Sara Mota, Miguel Soares and Marisa Fer-
reira, Sustainable development is one of the greatest challenges facing our generation and the next, and
achieving this goal will force society to continuously challenge and overcome itself. In order to attain
the required sustainable objectives, many companies are investing in new methodologies, such as the
Kaizen-Lean methodology. Our chapter focuses on a case study in the food retail industry, a strategic
and one of the largest and oldest industries in the world, able to thrive even in the face of substantial
adversity. We systematized the case study in three different stages via an action-research intervention. In
a first stage, we identified the most sensitive areas, which enabled us to detect and target our interven-
tion. In a second stage, we implemented and monitored several actions supported by the Kaizen/Lean
methodologies. In a third stage, a survey was applied to workers whose work areas had changed, in order
to analyse and assess the impact of the implemented measures.

Chapter 11, authored by Nuno Cruz, Ana Carvalho and Sandra Duarte This study aims to analyze the
concerns of the largest companies operating in the Portuguese market regarding technological develop-
ments and artificial intelligence in the context of replacing human work by machines. More specifically,
this study targets the reference to these concerns in these companies ‘codes of ethics and/or codes of
conduct. The codes of ethics of twenty large companies operating in Portugal were thus analyzed and
classified according to their turnover, adopting an analytical method based on three dimensions identified
as relevant for the respective evaluation: social responsibility, technological innovation, and commit-
ments to employees. The conclusions from this study are that the companies analyzed do not show, in
their codes of ethics, any concern in mentioning the safeguarding of jobs if these are ever to be replaced
by machines.

Chapter 12, authored by Pedro Fernandes Anunciacdo, Fernando Gongalves and Jodo Pimenta, the
Information Society requires Governance. The complexity of the markets is bringing complexity to the
functioning of economic organizations. The pressure of technological innovation challenges the need for
governance on organizational systems, on information systems. But the role of technological innovation
is pressing for the re-qualification and re-balance of jobs and professions themselves. The dismissal of
employees in general economic sectors and in industry. This process has come to assert itself because
of the affirmation of Industry 4.0, where, evidently, technologies accelerate the replacement of human
presence in the production system.

Chapter 13, authored by Pedro Fernandes Anunciag@o, Vitor Manuel Lemos Dinis and Francisco
Madeira Esteves, Industry 4.0 marks the beginning of the so-called 4th industrial revolution. The new
emerging information technologies, such as Internet of Things, Cloud computing, Machine Learning,
Artificial intelligence, among others, have challenged the management and organization of industrial
companies. They have now shorter market response times, higher quality requirements and customization
needs, which challenges many industrial areas, from production to maintenance, from design to asset
management. The maintenance and asset management condition, and the reliability of production lines
are closely linked and constitute key areas of good industrial operation. This work seeks to present a
roadmap proposal for the management of industrial assets from maintenance management. In addition,
seeks also identify the key elements for a roadmap design, and proposes a set management questions to
assessing the maintenance maturity.

Chapter 14, authored by Nuno Geada, after the World Health Organization declared the coronavirus
disease in 2019 (COVID-19) outbreak as a pandemic, digital transformation is a process in which entities
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make use of technology to improve their performance, reach and guarantee better results. It is a struc-
tural change in organizations, giving an essential role to the technology, digital transformation engages
processes where organizational actors engage in digital innovation and transform their organizations to
respond to change in their business and technology environments. So, just like in all changes must have
models and frameworks that support it in transition, it is a path in this case, under constantly pressure,
to achieve goals and have an efficient management of the processes that it contains.

Chapter 15, authored by Ricardo Jorge Travassos, Nuno Sérgio Martins, Jodo Pedro Sousa and Ri-
cardo Barata Mota, the present markets affect organizations by triggering the need for change. However,
in addition to flexibility, it is considered the implementation of procedures to alleviate the ‘weather’.
So, change management is fundamental in organizations that move in innovative and disruptive envi-
ronments. The present work seeks to provide a tool that will allow the collection and structuring of the
constituent data necessary for the management of new projects / products, creating relevant information
to strategic decision makers, stating that the exploratory cycle of the process, intends to create organi-
zational knowledge that will ‘situate’ all team members within the various projects. It will consist of a
literary review, followed by the presentation of a case study, which can be applied in an SME due to its
technical simplicity. The objective is to support the proposal as a promoter of information and knowl-
edge management. The work ends with a critical analysis of the contents, exposure of limitations, and
suggestions for possible future work associated with the current theme.

Chapter 16, authored by Mariana Gonzalez-Zamar and Emilio Abad-Segura the teaching management
of higher education institutions (HEIs) has traditionally focused on processing compliance with regulated
curricular conditions, rather than normalizing the learning and knowledge developed, to be transferred
to society. The motivation of knowledge management in HEIs should be oriented to the strengthening
of knowledge preservation strategies. In recent decades, this model has been a growing interest on the
part of academics and academic institutions at the international level. The main objective of this study
is to analyze the research trends on knowledge management in HEIs worldwide during the period 2000-
2019. Bibliometric techniques were applied to a sample of 1836 articles from scientific journals selected
from the Scopus database. The study documented a rapidly growing knowledge base, mostly written by
academics located in developed societies. This chapter provides a point of reference for future research
on this topic, as well as revealing the intellectual structure of this interdisciplinary field.

As afinal consideration this book project, a though one itself, aimed to contribute with this important
discussion, publishing studies of academic, researching, consulting practitioners around change manage-
ment actual challenges and holistic models. This book will permit to develop a consistent theoretical and
practical background that can be considered as a basis for further studies, organizations, support future
studies related to the change management area, support organization managers to create tools through
methodologies that apply good practices to control the change, allow sharing of experiences to support
other investigations. At the end, the main vision behind developing this project is not to have just simple
transfer of knowledge but to engage those who used these books to engage actively in improving the
quality this book.

Nuno Geada
College of Business Administration, Polytechnic Institute of Setiibal, Portugal
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ABSTRACT

Increased global concerns about climate change and environmental degradation have attracted attention
to sustainable development strategies. Sustainability involves maintaining ecological balance, requiring
organizations to integrate social, political, economic, and environmental concepts in their business models.
This research chapter aims to explore the new business models associated with increased awareness of
sustainability. Literature review methodology was used as the primary data collection method. Four main
new business models were identified, including sustainable business model innovation (SBMI), triadic
business model (T-Model), circular business model, and Web 2.0-based business model. Despite the
differences in definition and implementation of these modern frameworks, innovation and sustainability
remain the central concepts of enhancing value creation and capturing. While these business models
aim to enhance organizations’ capabilities to optimize new opportunities and overcome challenges, they
also aim to improve society and protect the environment.

INTRODUCTION

Sustainable development refers to development where social, political, and economic activities are com-
bined with environmental stability and balance to ensure the satisfaction of basic needs for both current
and future generations. The high rise in climate change, global warming, and environmental degradation
concerns have led to the establishment of sustainable business models that aim to reduce the impact of
business activities on the natural environment (Pajula et al., 2017). Nosratabadi et al. (2019) define a
business model as an abstract representation of the value flow and interconnection of value elements
of creation, proposition, value capturing, and delivering within a company’s unit. These elements make
business sustainability a continuous process because they need to understand how they interplay amidst
changing environments and conditions. The primary goal of sustainable business models is to highlight
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and enforce transformational and long-term changes instead of short-term plans and strategies (Hggevold
etal.,2014). Organizations are thus required to understand the correlation between political, environmen-
tal, social, and economic elements, their evolution, and their impact on organizational change processes.

Technological advancements and internationalization have played a major role in promoting the
global implementation of sustainable business models by raising competition in worldwide markets
that drive firms to find appropriate solutions. Consumers’ increased use of the internet and improved
access to information has increased their awareness of current environmental, economic, political, and
social activities, and further pressuring companies to identify and implement appropriate alternative
measures (Attias & Mira-Bonnardel, 2016). Therefore, sustainable business models ensure maximum
productivity and profitability and achieve sustainable development goals by creating value for the triple
bottom line, that is, the environment, society, and economic (Nosratabadi et al., 2019). They contribute
to reducing harmful effects by employing a proactive multi-stakeholder leadership, long-term strategies
and innovation, and incorporating sustainability principles and goals into value creation and proposition.

The objective of this research is to promote the improvement of knowledge in new sustainable busi-
ness models.

METHODOLOGICAL APPROACH

Conducting a literature review enables researchers to understand the depth and breadth of existing lit-
erature regarding the topic of study and aids the identification of explorable knowledge gaps (Rosério,
2021, Rosério et al., 2021; Rosario & Cuz, 2019; Sacavém, et al., 2019). The methodology involves
analyzing, synthesizing, and summarizing multiple related works of literature to develop new information,
theories, or test hypothesis. It can also assess the quality and validity of available information related to
the topic, thus, identifying inconsistencies, weaknesses, and contradictions. In this study, the literature
review process involved the eight steps recommended by Rosario, (2021), Rosério et al., (2021); Rosério
and Cuz, (2019); Sacavém, et al., (2019); Xiao and Watson (2019), summarized in Table 1.

Table 1. Process of systematic literature review.

Phase Step Description

Phase One Step 1 Formulate the problem

Step 2 Develop and validate the review process
Phase Two Step 3 Search for relevant literature

Step 4 Search for inclusion

Step 5 Quality evaluation

Step 6 Data extraction

Step 7 Data analysis and synthesize
Phase Three Step 8 Report Findings

Source: own elaboration

2

EBSCChost - printed on 2/9/2023 12:37 AMvia . All use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

New Business Models Sustainability

A meta-search engine (MetaLib) was used to identify relevant scientific articles for analysis. The
study used the SCOPUS database in January 2021 due to the robustness and the peer-reviewed nature
of the electronic database.

However, we consider that the study has as a limitation only to consider the SCOPUS database, thus
excluding other academic databases. The key terms used include “Sustainability,” “Business models,”
“new business models,” and “sustainable business models.” The search was limited to the subject area
“Business, Management and Accounting”, while the publication year 2010- was used to limit the pub-
lication period. After a screening process, 96 relevant sources were identified, Article (53); Conference
Paper (18); Book Chapter (13); Review (7); Book (4); and Note (1). Since the goal of this paper is to
promote knowledge advancement in new, sustainable business models, careful evaluation of the existing
resources was ensured to increase the accuracy and quality of data synthesized.

PUBLICATION DISTRIBUTION

Peer-reviewed articles on the subject can be traced 2010-2021. 2019 was the year with the largest number
of peer-reviewed articles on the subject, reaching 18.

Figure 1 summarizes the peer-reviewed literature published for the period 2010-2021.

The publications were sorted out as follows: Journal Of Cleaner Production (13); Proceedings Of The
International Conference On Industrial Engineering And Operations Management (3); Proceedings Of
The Summer School Francesco Turco (3); publications 2 (2018 IEEE International Conference On Engi-
neering Technology And Innovation ICE Itmc 2018 Proceedings; British Food Journal; Business Strategy
And The Environment; Emerald Emerging Markets Case Studies; Journal Of Business Strategy; Journal
Of Fashion Marketing And Management; Production Planning And Control; Technology Analysis And
Strategic Management) the remaining publications 1 (2010 IEEE International Technology Management
Conference ICE 2010; Accounting Auditing And Accountability Journal; Advances In Enterprise Inma-
tion Systems II; Advances In Science Technology And Engineering Systems; Automobile Revolution
Towards A New Electro Mobility Paradigm; Benchmarking; Business Horizons; Competitiveness Review;
Corporate Sustainability Inclusive Business Approaches Contributing To A Sustainable World; Driving
Agribusiness With Technology Innovations; Dynamic Supply Chain Alignment A New Business Model
Peak Permance In Enterprise Supply Chains Across All Geographies; Dynamics Of Long Life Assets
From Technology Adaptation To Upgrading The Business Model; Emerging Market Multinationals And
Europe Challenges And Strategies; Entrepreneurship Concepts Methodologies Tools And Applications;
Euromed Journal Of Business; Global Bioethanol Evolution Risks And Uncertainties; Handbook Of
Research On Strategic Fit And Design In Business Ecosystems; Handbook Of Research On Strategic
Innovation Management Improved Competitive Advantage; Handbook Of Sustainable Luxury Textiles
And Fashion; Hybrid Organizations New Business Models Environmental Leadership; Icitm 2020 2020
9th International Conference On Industrial Technology And Management; International Journal Of Arts
Management; International Journal Of E Business Research; International Journal Of Economic Research;
International Journal Of Electronic Business; International Journal Of Innovation And Sustainable De-
velopment; International Journal Of Integrated Supply Management; International Journal Of Logistics
Management; International Journal Of Production Research; International Journal Of Productivity And
Quality Management; International Journal Of Public Sector Permance Management; International
Journal Of Service Science Management Engineering And Technology; International Journal Of Technol-
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ogy Management; Intrinsic Capability Implementing Intrinsic Sustainable Development An Ecological
Civilisation; Italian Utilities Industry Success Stories And Future Perspectives; Journal Of Business
And Retail Management Research; Journal Of Business Research; Journal Of Evolutionary Economics;
Journal Of Islamic Marketing; Journal Of Management Development; Journal Of Product And Brand
Management; Journal Of Service Management; Journal Of Sustainable Tourism; Logistics And Supply
Chain Innovation Bridging The Gap Between Theory And Practice; Management Decision; Manufac-
turing And Service Operations Management; Networked Business Models In The Circular Economy;
Organization And Environment; Picmet 2018 Portland International Conference On Management Of
Engineering And Technology Managing Technological Entrepreneurship The Engine Economic Growth
Proceedings; Proceedings 2020 IEEE 22nd Conference On Business Inmatics CBI1 2020; Proceedings Of
The 2013 2nd International Conference On Inmation Management In The Knowledge Economy Imke
2013; Proceedings Of The 28th International Business Inmation Management Association Conference
Vision 2020 Innovation Management Development Sustainability And Competitive Economic Growth;
Proceedings Of The 33rd International Business Inmation Management Association Conference Ibima
2019 Education Excellence And Innovation Management Through Vision 2020; Proceedings Of The
European Conference On Innovation And Entrepreneurship Ecie; Quality Access To Success; Revista
De Administracao Mackenzie; Rivista Di Studi Sulla Sostenibilita; Strategic Change; Strategic Direc-
tion; Technological Forecasting And Social Change; Tourism Analysis).

We can see that there was a growing interest until 2019 by New Business Models Sustainability
publications.

Figure 1. Documents by year
Source: own elaboration

Documents
=
o

2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021
Year

In Table 1 we analyze for the Scimago Journal & Country Rank (SJR), the best quartile and the H
index by publication. The Sustainable manufacturing: Trends and research challenges is the most quoted
publication with 1,390 (SJR), Q1 and H index 70. There is a total of 23 journals on Q1, 8 journals on
Q2, 9 journals, Q3, 4 journal on Q4 and 23 no data . Journals from best quartile Q1 represent 32% of
the 72 journals titles; best quartile Q2 represents 11%, best quartile Q3 represents 13%, and finally, best
Q4 represents 6% each of the titles of 72 journals.

As evident from Table 2, the significant majority of articles o rank on the Q1 best quartile index
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Table 2. Scimago journal & country rank impact factor.

Title SJR Best Quartile H Index

Manufacturing And Service Operations Management 5,730 Ql 71
Organization And Environment 2,080 Ql 55
Journal Of Cleaner Production 1,890 Ql 173
Journal Of Business Research 1,870 Q1 179
Business Strategy And The Environment 1,830 Ql 94
Technological Forecasting And Social Change 1,820 Ql 103
International Journal Of Production Research 1,790 1,780 Q1 125
Journal Of Service Management 1,710 Ql 53
Accounting Auditing And Accountability Journal 1,460 Q1 92
Business Horizons 1,400 Ql 76
Production Planning And Control 1,390 Q1 70
Journal Of Sustainable Tourism 1,330 Ql 93
International Journal Of Logistics Management 1,060 Ql 72
Advances In Science Technology And Engineering Systems 0,140 Q3 7

Management Decision 0,860 Q1 91
Journal Of Product And Brand Management 0,840 Ql 75
Competitiveness Review 0,710 Ql 23
Journal Of Fashion Marketing And Management 0,710 Q1 47
Euromed Journal Of Business 0,630 Ql 19
Technology Analysis And Strategic Management 0,630 Q2 64
Journal Of Evolutionary Economics 0,610 Ql 69
British Food Journal 0,580 Ql 74
Benchmarking 0,550 Q2 57
Journal Of Management Development 0,520 Q1 55
Journal Of Business Strategy 0,490 Q2 36
Strategic Change 0,480 Q2 12
Tourism Analysis 0,470 Q2 33
International Journal Of Arts Management 0,460 Ql 11

International Journal Of Productivity And Quality Management 0,450 Q2 25
International Journal Of Technology Management 0,410 Ql 54
International Journal Of Integrated Supply Management 0,390 Q2 20
Journal Of Islamic Marketing 0,370 Q3 34
International Journal Of Innovation And Sustainable Development 0,280 Q3 19
Quality Access To Success 0,280 Q3 20
International Journal Of Service Science Management Engineering And Technology 0,250 Q2 5

International Journal Of E Business Research 0,220 Q3 20
International Journal Of Public Sector Permance Management 0,200 Q3 6

Proceedings Of The Summer School Francesco Turco 0,190 - 7

Journal Of Business And Retail Management Research 0,180 Q3 7

Emerald Emerging Markets Case Studies 0,170 Q3 4

Rivista Di Studi Sulla Sostenibilita 0,170 Q3 10
International Journal Of Electronic Business 0,160 Q3 7

2018 IEEE International Conference On Engineering Technology And Innovation ICE Itmc 2018 Proceedings 0,150 -k 5

Proceedings Of The European Conference On Innovation And Entrepreneurship Ecie 0,130 - 4

International Journal Of Economic Research 0,120 Q4 19
Proceedings Of The International Conference On Industrial Engineering And Operations Management 0,120 -* 6

Strategic Direction 0,120 Q4 10
2010 IEEE International Technology Management Conference ICE 2010 0,100 - 2

Revista De Administracao Mackenzie 0,100 Q4 1

Advances In Enterprise Inmation Systems II -k -k 4

Automobile Revolution Towards A New Electro Mobility Paradigm

Corporate Sustainability Inclusive Business Approaches Contributing To A Sustainable World

Driving Agribusiness With Technology Innovations

Dynamic Supply Chain Alignment A New Business Model Peak Permance In Enterprise Supply Chains Across All
Geographies

Dynamics Of Long Life Assets From Technology Adaptation To Upgrading The Business Model

Emerging Market Multinationals And Europe Challenges And Strategies

Entrepreneurship Concepts Methodologies Tools And Applications

Global Bioethanol Evolution Risks And Uncertainties

Handbook Of Research On Strategic Fit And Design In Business Ecosystems

Handbook Of Research On Strategic Innovation Management Improved Competitive Advantage
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Table 2. Continued

Title SJR Best Quartile H Index
Handbook Of Sustainable Luxury Textiles And Fashion B B -
Hybrid Organizations New Business Models Environmental Leadership - ¥ -
Icitm 2020 2020 9th International Conference On Industrial Technology And Management -k -k -k
Intrinsic Capability Implementing Intrinsic Sustainable Development An Ecological Civilisation E E -k
Italian Utilities Industry Success Stories And Future Perspectives - ¥ E
Logistics And Supply Chain Innovation Bridging The Gap Between Theory And Practice - - ¥
Networked Business Models In The Circular Economy -k -k -k
Picmet 2018 Portland International Conference On Management Of Engineering And Technology Managing s x «
Technological Entrepreneurship The Engine Economic Growth Proceedings
Proceedings 2020 IEEE 22nd Conference On Business Inmatics CBI 2020 ¥ - ik
Proceedings Of The 2013 2nd International Conference On Inmation Management In The Knowledge Economy Imke . % 3
2013
Proceedings Of The 28th International Business Inmation Management Association Conference Vision 2020 Innovation x L *
Management Development Sustainability And Competitive Economic Growth
Proceedings Of The 33rd International Business Inmation Management Association Conference Ibima 2019 Education s x «
Excellence And Innovation Management Through Vision 2020

Note: *data not available.
Source: own elaboration

The subject areas covered by the 19 scientific articles were: Business, Management and Accounting
(96); Engineering (33); Economics, Econometrics and Finance (24); Environmental Science (23); Decision
Sciences (19); Energy (15); Social Sciences (14); Computer Science (12); Agricultural and Biological
Sciences (3); Mathematics (2); Arts and Humanities (1); Materials Science (1); Multidisciplinary (1);
Physics and Astronomy (1); Psychology (1).

The most quoted article was “Sustainable manufacturing: Trends and research challenges” from
Garetti et al. (2012) with 404 quotes published in the Production Planning and Control 1,390 (SJR), the
best quartile (Q1) and with H index (70). The article addresses the challenges expected in the sustain-
able manufacturing of the international IMS ‘IMS2020’ project: Global Research Support for IMS2020
Vision”, promoted by the European Commission to prepare a roadmap for future manufacturing.

In Figure 2 we can analyze the evolution of citations of articles published between 2005 and 2020.

The number of quotes shows a positive net growth with an R2 of 51% for the period 2010-2021, with
2020 reaching 741 citations.

Figure 2. Evolution of citations between 2010 and 2021.
Source: own elaboration
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Figure 3. Network of all keywords
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The h-index was used to ascertain the productivity and impact of the published work, based on the
largest number of articles included that had at least the same number of citations. Of the documents
considered for the h-index, 21 have been cited at least 21 times. 1

In Appendix 1, the citations of all scientific articles from the 2010 to January 2021 period are ana-
lyzed; 33 documents were not cited until January 2021, until <2010, 1; 2011, 0; 2012, 10; 2013, 23;
2014, 46 2015, 62; 2016, 90; 2017, 188; 2018, 327; 2019, 488; 2020, 741; and 2021, 96, with a total of
2072 citations.

Figure 4. Network of Linked Keywords
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Appendix 2 examines the self-citation of the document during the period <2010 to January 2021, 96
documents were self-cited 122 times, the article Sustainable manufacturing: Trends and research chal-
lenges by Garetti and Taisch (2012) published in Production Planning and Control was cited 37 times each.

In Figure 3, a bibliometric study was carried out to investigate and identify indicators on the dynam-
ics and evolution of scientific information using the main keywords. The study of bibliometric results
using the scientific software VOSviewe, aims at identifying the main research keywords in studies of
Sports marketing and Sponsorship.

The research was based upon the studied articles on Sports marketing and Sponsorship. The linked
keywords can be examined in Figure 4 making it possible to make clear the network of keywords that
appear together / linked in each scientific article, allowing to know the topics studied by the researches
and to identify future research trends. In Figure 5, it is presented a profusion of bibliographic coupling
with a unit of analysis of cited references.

Figure 5. Network of bibliographic coupling
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THEORETICAL PERSPECTIVES

The growth of e-commerce and internationalization has led to the popularity of the concept of a sus-
tainable business model. Andreassen et al. (2018) define a business model as an architecture employed
by organizations to create, deliver and capture value. It involves specified activities or systems used to
satisfy the need of a particular market segment alongside those of key stakeholders, such as the firm and
its partners (Kankaanpéi et al., 2016). Management use business models to identify crucial business
activities and illustrate how they relate to each other (Gjgsater et al., 2021). In modern-day business
environments, firms must implement sustainable business models that integrate environmental and social
concerns into their operations and objectives (Breinbauer et al., 2019). Comin et al. (2019) explain that
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the growth in the global population accelerated economic development, while Lacy et al. (2012) notes its
contribution to higher demand for resources to sustain industrial and economic activities and eventually
causing environmental problems. Government agencies, NGOs, activists, and consumers require firms
to maintain responsibility and accountability towards promoting the welfare of the society by reducing
harmful activities (Bouma & Wolters, 2018). Organizations are seeking alternative strategies of improv-
ing their productivity and profitability while maintaining a balance between environmental, social, and
economic elements. As a result, new business models have emerged to enable organizations to highlight
and integrate fundamental changes required to maintain a competitive advantage.

The primary goal of the new business models is to improve the alignment and information ineffi-
ciencies, which affect the sustainability performance of existing business models. Girotra and Netessine
(2013) recommend using 4Ws, i.e., what, when who and why to understand the decisions needed to
implement the necessary changes. Yang et al. (2017) indicate that these four attributes of organizational
choices are critical design parameters of establishing a profitable business model. This argument aligns
with Comin et al. (2019) recommendation that sustainable business practices should be operationalized
throughout management-related activities. Notably, organizational failure or success relies on implement-
ing decisions and strategies, including business models that differentiate its products or services from
those of incumbent competitors (Lopes de Sousa Jabbour, 2019). Boyd et al. (2017) indicate that new
business models are built from the old ones since identifying new models involves analyzing weaknesses,
strengths, and differences. They are used to develop, deliver, and communicate value in modernized
ways, including innovations such as new technologies (Marin-Garcia et al., 2020). The new business
models, therefore, involve the invention or adoption of innovative technologies that support sharing
the ideas and resources throughout the production chain, enhancing delivery channels, and consumer
involvement in value-creation processes.

THE IMPACT OF FANS PERCEPTIONS AND ATTITUDES
TOWARDS SPORTS SPONSORS

Sports teams and players have loyal fan bases, which attract marketers and appeal to sports sponsors. The
relationship between sports entities and fans is characterized by emotional attachment. For instance, fans
have positive feelings towards players, teams, and management when they win and are promoted, while
they present negative emotions, such as hatred, frustration, and anger, when they lose and are relegated.
As aresult, fans define their identity based on their attachment with a sports team, making it an integral
component of personal identity (Dalakas & Melancon, 2012).

The negative behaviors such as mocking the referee or yelling obscenities can lead to a negative
brand image and creating reputational damage. Davies et al. (2006) explain that effective sponsorship
that successfully associates a particular team or club with the sponsor can alienate competitors’ fans,
turning them against the sponsor’s products, services, or ideas. The emotional connection between fans
and their favorite athletes and teams can cause them to hate their rivals. These feelings can influence how
the opposition fans feel about the sponsoring brands, affecting their connection with a potential target
audience. The inability to control fan activities, behaviors, and attitudes can, therefore, pose a threat to
the rapidly growing sports marketing field.
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Sustainable Business Model Innovation (SBMI)

SBMI refers to organizational strategies used to address environmental and social issues resulting from
business activities. Baldassarre et al. (2020) define SBMI as an approach that uses a strategic viewpoint
to integrate social and environmental concerns into organizational operations and objectives. Different
organizations operating in varying sectors adopt SBMI as a strategy to promote cleaner production. For
instance, a company can turn waste into a resource, thus changing negative social and environmental
impacts into business opportunities. SBMI combines concepts from business model innovations and
sustainable business models (Geissdoerfer et al., 2018). The integration increases efficiency, leading to
higher returns than process or product innovations and risk mitigation and resilience (Kerem & Ster-
nad, 2011), increased value co-creation, and diversification opportunities (Rantala et al., 2018). These
additional benefits enable organizations using SBMI to achieve and maintain a competitive advantage
over competing firms by achieving a balance between environmental demands, access to resources,
productivity, and profitability.

Additionally, SBMI enables firms to meet societal demands that require them to choose between
profitability and societal impacts, making sustainability goals a useful trade-off. The model allows firms
to exploit the rapidly growing opportunities of sustainable and socially responsible investments by en-
couraging corporate strategists and managers to align profitability and sustainability (Bandaetal., 2019).
Pressures for sustainability requires organizations to show their rational positioning on sustainability
and incremental responsibility towards improving society and reducing the negative impacts resulting
from business activities (Roome & Louche, 2016). In the United States, socially responsible investments
have grown into a $3 trillion industry while sustainable products and services are worth $290 billion
(Alberti & Varon, 2017). These statistics indicate the massive exploitable opportunities available for
firms that align their organizational practices and objectives with societal demands of environmental
and social stability and sustainability. However, De Fatima Ferreiro and Salavisa (2019) note that the
transitioning process from traditional models to new models is challenging due to the latest innovative
strategies required to implement sustainable solutions. In this case, organizations should optimize their
networks and entrepreneurial values to drive sustainable business activities and processes that satisfy
the new demand and offerings.

Organizations implement SBMI as a long-term strategy of achieving sustainable development by
relating their operations or entity with the surrounding or supporting environment. It involves the triple-
bottom-line (people-planet-profit) thinking, which considers sustainability as the central component of
development (“Sustainability for future growth...,” 2012). While satisfying consumers’ current needs is
critical, organizations using SBMI also understand the significance and impact of their process of other
environmental and societal aspects. Evans et al. (2017) identifies sustainability innovations as innovation
in technologies, processes, systems, business models, operating practices and procedures, and thinking.
From this perspective, SBMI is not only a framework that tells how firms do businesses and conduct
their activities but also how they use innovations to reconfigure their business capabilities. The various
sustainable innovation approaches integrated into SBMI frameworks include green product development,
social enterprises, and the blue economy (Baldassarre et al., 2020). These innovations require firms to
consider activities that can potentially create environmental, economic, and social value and how they
may influence the surrounding environment and communities.
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Triadic Business Model (T-Model)

The T-model creates value through transactions and interactions between actors through a platform. The
model links buyers and sellers of products, services, and other essential resources such as data. Examples
of organizations using this model include Uber, Alibaba, Craigslist, and TaskRabbit (Andreassen et al.,
2018). The emergence of this business model has shifted focus from the traditional mono-organizational
logic to creating two-sided markets. For instance, in T-model, the sellers provide assets or labor to buyers
in exchange for a fee or another resource, while the platform organization creates a value proposition to
the purchasers based on the availability of the demanded asset. The multi-sided platforms (MSPs) bring
together partners with heterogeneous roles and interests, creating a network that facilitates interactions in
different markets and access to knowledge and competencies that enhance organizational success (Barni
etal.,2018). Value creation occurs by establishing the infrastructure that connects producers and consum-
ers, thus, reducing transaction costs and enabling interactions that would have otherwise not occurred.

The platform company in T-model assumes the role of intermediaries, increasing connectivity and
access to resources. Andreassen et al. (2018) explain that this new middleman role facilitates the iden-
tification, selection, centralization, and standardization of services flow and equips and pairs actors to
reduce search, information, and bargaining costs. As a multi-sided business model, T-model enhances
an organization’s competency by increasing access to improved distribution channels and access to the
market. Johannsdottir (2014) indicates that moving away from the linear way of doing business enhances
an organization’s capability of understanding how its activities and processes contribute to sustainabil-
ity. Global demand for products and services, internationalization, and the booming high-tech business
have been major contributors to the model’s development (Gattorna, 2016). “Innovate your business
model or die” is a famous phrase used by practitioners and academics to advise investors to implement
new business strategies that accommodate modern changes (Hoveskog et al., 2018). The T model can
be perceived as an effective response to this mantra, where organizations understand the significance of
outsourcing services to increase global consumer demand. In this framework, the producers share the
value creation and delivery responsibilities with the platform company, enhancing consumer experiences.

T model promotes collaborative consumption since it operates in a triangle of actors, which can be
used to enhance sustainability. T-Model can disrupt the traditional business models by encouraging higher
levels of market capitalization and potentially reducing wastage of products and resources (Andreassen et
al., 2018). Firms can use the platforms for marketing their excess productions and encouraging sharing of
products, such as cars (Toma & Tohanean, 2019). These activities involve optimizing modern innovations
and technologies and can influence consumer behaviors, leading to sustainable and responsible actions
(Popescu et al., 2016). The use of the T model to promote sustainable business requires organizations
to holistically evaluate their operations and how they influence all stakeholders and the environment
(Johannsdottir, 2014). Barni et al. (2018) argue that multi-sided platforms implement business models
that enable management of different relationships and tools that provide details of each stakeholder
and value components. These aspects of the new business model facilitate communication and interac-
tions that promote socially acceptable behaviors and the provision of sustainable products and services
(Gruchmann & Seuring, 2018). Compared to traditional business models, the T model’s engagement of
multiple players in an industrial facilitates effective communication that builds trust and enhances mutual
understanding. As middlemen, the platform companies gather consumers’ feedback, complaints, and
demands and communicate the same to the producers (De Filippo et al., 2017). Data collected through
these platforms can include consumers’ opinions of the provided products or services and potential
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improvement areas. Producers can also use the platform companies to communicate changes in product
design, usage, and other critical elements. This two-sided communication can be used by either party to
encourage sustainability, where consumers encourage sustainable production and producers encourage
responsible consumption.

Circular Business Models

Companies, civil society, and policy-makers recognize circular business as a popular concept of sustain-
able development. The new model aims to change the traditional ‘take-make-dispose’ production model,
which leads to enormous wastage of products and resources (Donner & de Vries, 2021). The model
promotes sustainability by encouraging recycling and reusing products, materials, and components, thus,
developing sustainable economic systems. Jabbour et al. (2019) recognize circular economy to integrate
economic activities and environmental wellbeing by eliminating waste and reducing leakages. It helps
organizations reduce the environmental burden and its potential implications on economic growth. Nasu-
tion, Aula, and Ardiantono (2020) further explain that the circular economy business model is designed
to be generative and restorative, thus maintaining the value of resources, products, and materials for the
longest period to reduce waste. As a result, it increases efficiency and enhances the exploration of new
potential business opportunities (Gopal & Thakkar, 2016). Although some companies have implemented
this strategy as a competitive strategy, environmental protection and management policies have been the
primary driver of changes (Jabbour et al., 2019). Local and international environmental agencies have
established policies that regulate the amount of waste disposed of by manufacturing companies and to
reduce environmental concerns.

Reduction of waste in the manufacturing processes and plants and supply chain can occur in varying
ways depending on the framework implemented by an organization. For instance, firms can partner to
implement industrial symbiosis where an organization reuses another firm’s by-product as input material
(Rosa et al., 2018). In another case, firms can focus on remanufacturing or refurbishing products thrown
away, thus, adding value by resetting the product’s lifetime or enhancing its functionalities (Garetti &
Taisch, 2012). This procedure is mostly applicable for products with short commercial life, such as
electronics, which Canetta et al. (2018) argue that people often throw them away when still in operating
form. Reusing and refurbishing materials under circular business models provides a practical alternative
for reducing waste and exploiting natural resources. This framework enhances an organization’s capacity
to maintain a balance between economic, social, and environmental demands while maintaining steady
profits and productivity (Broman & Robert, 2017). For instance, a firm using waste as secondary raw
material creates quality products that meet the needs of the target market while reducing environmental
degradation resulting from pollution and maintaining steady sales that ensure the firm’s financial wellbe-
ing. The practice enables the organizations to achieve the triple-bottom-line, i.e., the people-planet-profit
concept of sustainability.

Although circular economy new business models (CENBM) are still in their infancy stage, the avail-
ability of large-scale data provides a support mechanism for enhanced implementation. Unlocking the
potential of the circular economy model relies on innovative, complex, and large dynamic data gathering
and analysis to develop knowledge and skills and identify valuable opportunities and challenges (Ped-
ersen et al., 2019). The emergence of the internet of things and the integration of the smart industry has
made the management of large amounts of data a critical component of organizational leadership (Belui
Essimengane et al., 2016). Recycling of products to recover secondary raw materials involves different
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market actors to engage in three activities of collecting, sorting, and secondary production (Rosa et al.,
2018). Big data can facilitate a smooth flow of these activities by increasing the actors’ knowledge and
skills regarding their particular area of operation and ensuring interconnectivity throughout the produc-
tion chain and systems (Polesie & Birkin, 2019). In addition, Brendzel-Skowera (2019) indicates that
the circular economy involves deep transformations of manufacturing and consumption chains and
redesigning industrial systems. These activities require a thorough evaluation of data to minimize chal-
lenges associated with transitioning from the traditional “produce - consume - throw away” model to
the new loop model that involves recycling, refurbishing, and remanufacturing to enhance functionality
and product life cycle.

However, companies utilizing the circular economy business model struggle to maintain profit-
ability during the transitioning process. Van Loon and Van Wassenhove (2020) indicate the firms rely
on external conditions such as consumer behavior, legislation, and competition to shift to sustainable
production. These external conditions undermine organizations’ capability to identify and implement a
feasible transitioning plan that does not affect their profitability (Gils & Weigand, 2020). For instance,
local and international environmental bodies have established environmental and natural resources pro-
tection and management policies that define, and shape business models implemented across different
sectors (Wojcik & Olejko, 2019). Besides, consumer awareness and empowerment has significantly
improved due to enhanced access to information, increasing their involvement and engagement in busi-
ness processes and decisions (Ng, Wong, & Wut, 2016). As a result, transitioning from traditional busi-
ness models to new models has become a critical component of achieving success and competitiveness
(Pedersen & Netter, 2015). However, despite the pressure from these external factors, their contribution
is an important driving force in implementing circular business models. For instance, consumers’ at-
titudes towards sustainable products produced from recycled materials can influence the success of the
circular economy. Rosa et al. (2018) note that recycling can lead to either downcycling (low quality) or
upcycling (high quality) depending on the quality of the material recycled. These aspects can influence
the target market’s response to the business model and, consequently, its profitability. However, firms
can collaborate with policy-makers to create awareness campaigns to enhance people’s understanding
of the circular economy and its significance to the environment, economy, and society.

Web 2.0-Based Business Models

The increased growth of technology and the internet has shifted business models from being business-
oriented to consumer-oriented. Lee (2011) defines Web 2.0 as a website that has evolved beyond the
functionalities of Web 1.0 and promotes dynamic user interactions through features that support online
communities and user-created content. The evolution of Web 2.0 has enhanced organizational capabil-
ity to adopt new business models, manage partner and customer relationships, and support business
processes and knowledge management. Gossling and Michael Hall (2019) explain that the use of web-
based business models began in the 2000s with the emergence of a ‘sharing economy.” Sharing economy
focuses on transforming production and consumption cultures and interactions between consumers
and producers (Petrini et al., 2017). During this period, organizations began optimizing infrastructures
such as Information and Communication Technologies (ICT) that connected actors within a network
economy. Karlusch et al., (2018) identify technology as an essential element of effective implementation
of a business idea, especially in specifying how an organization creates and captures value to achieve
and maintain sustainability. Web 2.0 model promotes the implementation of business ideas by provid-
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ing new multiple methods of using the internet to develop and host software applications and develop
and exchange digital contents between consumers and businesses (Lee, 2011). This new business model
has enhanced companies’ capability to survive and improve competencies throughout the digital period
(Moore & Hawarden, 2020). For instance, internet-based communication platforms such as a website’s
comment section facilitate interactions between a company and its consumers, increasing empowerment
and involvement (Ramanathan et al., 2019). The strategy helps build a strong relationship between an
organization’s key stakeholders, consequently enhancing stability and financial performance.

Web-based business models enable organizations to shift focus from the cost-based competition,
which is incompatible with maintaining sustainability and social values, to added value product-services
competition. Global competition in business environments has increased the need for consumer-focused
solutions (Starace, 2020). It has also led to a paradigm shift where companies integrate products and
services rather than considering them independently (Say et al., 2018). Marques and Cunha (2014)
identifies this model as ‘Product-Service Systems’ (PSS). Companies use integrated product-service
systems to enhance the life cycle (Gabriel et al., 2018). Under this business model, customers have ac-
cess to customized products and services (Wirawan et al., 2018). Besides, it is characterized by newer
functionalities and higher quality (Wirawan et al., 2020). Personalization is a major development of Web
2.0 due to increased access to data through user-generated content (UGC). While UGC is considered to
increase consumer empowerment and promote freedom of expression and democracy, it also benefits
companies through enhanced access to consumer data (Farias & Farias, 2010). Internet-based network-
ing platforms such as Facebook gather users’ data such as name, age, location, and interests, shared with
third-party organizations such as advertisers (Sen & Ongsakul, 2017). Despite the criticism associated
with this practice based on violation of privacy, the data enables firms to customize marketing messages
and products based on the interests of the target market.

Web-based business models promote sustainability through the industrial and scientific application
of technological knowledge to optimize new opportunities. It is an innovative model that can influence
various organizational aspects, such as revenue generation practices, value chain structure, and value
proposition. Innovation is an undeniable component of all sustainable new business models. It promotes
analysis of positive feedback relationship between various actors, firms and attributes, and highlights
the complexity and dynamics of a system (Niosi & McKelvey, 2018). Innovation spurs industrial growth
and the establishment of different forms of businesses. However, Rohrbeck et al., (2013) argue that most
sustainability innovations do not create a positive impact on organizations’ competitiveness unless they
create a new market and solve societal problems. Zehir et al., (2019) indicate that positive response can
only occur with a change of mindset and the creation of new systems. This notion suggests the potential
implication of the Web 2.0-based business model as a way of enhancing awareness among consumers
and organizations. Economic agents such as firms, governmental, and non-governmental can utilize
interactive websites to spur discussions associated with sustainability and innovation to influence con-
sumer attitudes and behaviors (Bogers et al., 2020). For instance, ICT has brought a fundamental shift
in the economic and social lives of producers and consumers through multi-faceted and interactive com-
munication that influences behavior (Basl et al., 2012). This paradigm shift changes consumers’ status
from passive recipients of services and products to active participants throughout the production and
delivery processes. Consequently, organizations have more capacity to explore sustainable opportunities
that resonate with their target populations.

Additionally, Web 2.0-based business models have escalated competition and influenced drastic
structural changes in various industries. The interactivity promoted by this model has led to consumer
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empowerment, enabling them to affect the nature and quality of products and services offered and the
processes used. This condition has increased organizational accountability and responsibility (Rohrbeck
et al., 2013). For instance, Kwon and Hong (2015) note that competition in the smartphone industry has
increased efficiency levels regarding the utilization of resources and the corresponding output. Competition
prompts manufacturers and their networks to align their production and delivery strategies with the needs
of the public to gain a competitive advantage (Elia et al., 2019). Achieving this goal requires maximum
utilization of digital goods, which Tan and Morales-Arroyo (2014) define as online knowledge-based and
knowledge-enhanced products, such as software, databases, computerized art, information, and literature.
This paradigm’s features facilitate a digital computerized environment where companies and users share
interactive media that combine text, graphics, sound, and moving images (Filice & Young, 2012). These
components enhance understanding of the communicated message and influence responses. Therefore,
Web 2.0-based business model can enhance an organization’s transitioning process from traditional to
new business models through increased access to data on potential markets and trends and increased
consumer awareness and empowerment that support responsible consumption.

FACTORS INFLUENCING THE DEVELOPMENT
OF THE NEW BUSINESS MODELS

Sustainable Innovation

The availability of innovative technologies that facilitate the development of products and services that
contribute to the wellbeing of society and the environment has been a significant driver of new business
models. Tadeu and Silva (2018) indicate that organizations are prompted to develop business processes
and frameworks that incorporate these innovations to achieve competitive advantage and enhance quality
and productivity. Wilburn and Wilburn (2014) explain that the primary goal of the new business model
is to create an enterprise that integrates business engine and social mission without compromising on
either front. The new frameworks aim to balance productivity, profitability, and environmental and social
stability and sustainability. Witkamp et al. (2011) categorizes these technologies as ‘social innovations’
used to aid ‘social entrepreneurship,” which Carvalho (2017) describes as processes of creating social
value while maintaining a financial profit. Social entrepreneurial is characterized by the capacity to rec-
ognize and exploit new opportunities that serve a social mission, participation in innovation processes,
thinking beyond the limitations of current resources, and enduring risks.

Innovation challenges the values, strengths, and weaknesses of the existing business models within
specific industries. For instance, strategic niche management as innovation was established to understand
and influence the early acquisition of technologies with the capacity to enhance sustainable development
(Witkamp et al., 2011). The innovative strategy facilitated easy transitioning from the traditional way of
doing business to modern tech-focused processes (Trivelli et al., 2019). Zijm and Klumpp (2015) indicate
that transitioning to sustainable strategies is a challenging process since it requires a real paradigm shift
characterized by new business models, cultural change, technological integration, and diverse skills and
knowledge. Given the rapid changes experienced in the global business environment, sustainable innova-
tion has become a critical managerial aspect (Choi et al., 2015). Itis a continuous process used to enhance
the life cycle of products and services and ensure that the firm maintains its competitive edge (Fidan et
al., 2021). Roos et al. (2016) suggest that firms should install control systems that provide feedback on
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performance in relation to their goals. Measuring performance is a critical stage of achieving sustainable
development as it enables the firms to maintain productivity while ensuring social and environmental
objectives are achieved (Verenikin et al., 2020). Besides, the measurement can highlight underperfor-
mance areas that require interventions, thus, promoting a consistent process of sustainable innovation.

Consumers’ Awareness and Demands

In the modern digital period, consumers are aware of the various environmental, social, and economic
issues caused by business activities. As a result, they have increasingly partnered with activists, NGOs,
and other policy-makers to encourage organizational responsibility and accountability. Vallone and
Veglio (2019) prove this notion by explaining that the hospitality sector is implementing new models
that focus on understanding the customers’ voice as a strategic asset of evaluating organizational success.
Understanding the consumers’ opinions and perceptions of the quality of products and services offered
can influence performance and service provision (Di Vaio et al., 2021). There has been a rapid growth
of the middle-class population globally, especially in emerging economies, influencing consumption
behaviors and access to consumer goods (Retamal, 2019). With current technologies and widespread
adoption of the internet as a major source of information, purchasing decisions among this population are
well-informed. This condition has significantly influenced new business models since the frameworks
adopted must accommodate buyers’ demands and expectations. For instance, Tieman (2015) notes that
the halal industry’s success is influenced by consumers’ ability to separate halal from non-halal during
purchase and their willingness to pay for the halal goods. Models such as the circular economy business
model are heavily reliant on consumers’ perceptions of products manufactured from recycled or refur-
bished materials. Plewnia and Guenther (2018) explain that people participate in sustainable economic
activities either as a community to receive, give or jointly own resources while others participate to
ensure maximum use of resources or convey experiences, feelings, knowledge, and ideas. The success
of a new business model, therefore, depends on the organization’s understanding and involvement of
its target audience. The management should adopt a new model that is consumer-focused since it will
reflect on the organization’s commitment to achieving a balance between economic, social, and envi-
ronmental sustainability.

Laws and Regulations

The escalating of environmental and ecological issues have attracted the attention of policy-makers from
across the world. Both governmental and non-governmental agencies continue to push for reforms in
regulations to enhance environmental protection and increase organizational responsibility. For instance,
the Brazilian government created the PROALCOOL in November 1975 to decrease oil dependency and
increase domestic production of liquid oil (Cortez & Baldassin, 2016). Although this regulation served
other purposes such as creating jobs, reducing socio-economic inequalities, and saving hard currency, its
environmental consequence is reflected in Brazil’s current use of renewable energy. Compared to fossil
fuels, renewable energy has minimal adverse environmental impacts, making it a practical alternative.
Therefore, policies aimed at encouraging alternative energy sources play a significant role in strengthen-
ing environmental protections. Although these policies are often regarded as external factors that drive
change, Barth and Melin (2018) recommend using industry-based and organization-based policies that
regulate practices within a particular scope. For example, the agricultural sector’s industrialization has
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led to environmental degradation (Antonaras & Kostopoulos, 2017). While national and international
agencies should enforce protection laws, actors in this particular industry should be proactive in enforc-
ing regulations that protect the environment and surrounding communities (Ardley & May 2020). This
sustainability initiative requires firms to shift their focus from traditional profit-maximizing business
models and integrate corporate social and environmental components (Powell & Tilt, 2017). The regu-
lations prompt organizational management to establish new routines, beliefs, traditions, and values that
align with the requirements.

Additionally, the policies serve as barriers to control business activities that would further the already
troubling negative impacts. For example, governments use legal channels to protect specific areas such
as forests from exploitation, thus, barring companies in the wood or furniture sectors (Papadopoulos et
al., 2014). The barriers encourage managers and other staff to understand environmental issues associ-
ated with their areas of operations. Consequently, the business models adopted are environmentally and
eco-friendly. Governments and international bodies such as United Nations Commission for Sustainable
Development have increasingly considered manufacturing firms responsible for the sustainability of
their products and services through legal statutes that explicitly indicate their responsibilities and limita-
tions (Negri et al., 2013). Policies and regulations push organizations to establish a long-term business
framework that not only focuses on current consumer needs but also their future stability (Ivan et al.,
2015). As aresult, value-added from sustainable strategies has become a competitive edge (Dupada et al.
2013). Therefore, these laws’ availability turns the responsibility of ensuring a better future for coming
generations into a shared and collaborative initiative.

CONCLUSION

The modern business environment requires an organization to implement strategies that integrate economic,
political, social, and environmental concepts into their business models. This condition ensures that the
firms understand their responsibilities in enhancing the wellbeing of the communities served and the
environment. Business models are used to identify and specify the various activities or systems required
to meet the needs of the target population. Changes in the world resulting from developments, such as the
emergence of the internet and globalization, have increased the public’s awareness of sustainability and
organizations’ contribution to the existing problems. These conditions have made creating new models a
necessity in the current competitive environment. Sustainable business model innovation (SBMI), Triadic
business model (T-Model), Circular business model, and Web 2.0-based business model are the new
business frameworks identified in this research paper. SBMI addresses social and environmental issues
by making them central components of organizational operations and objectives. For instance, the firm
can integrate a strategy of turning waste into raw materials as part of its operations. T-Model focuses on
creating two-sided markets through platforms that add and deliver value via improved interactions and
transactions. The platforms link buyers and sellers, thus, bringing together heterogeneous market actors.
The circular business model promotes sustainable development by encouraging recycling and reusing
of waste products. It is a framework that focuses on establishing sustainable economic systems by inte-
grating environmental wellbeing and economic activities. Modern technological innovations are used
to improve the functionality of waste products and resources by either remanufacturing or using them
as secondary raw materials. Web 2.0-based business models involve the use of websites that increase
interactions between organizations and their target markets. It promotes user-generated content and online
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communities characterized by dynamic interactions. The development of these new business models
has been driven by several factors such as continued development of sustainable innovation, consumer
awareness and empowerment, and the enforcement of laws and regulations. The public, government,
and non-government agencies, activists, and firms are collaborating to achieve sustainable development
and ensure the wellbeing of current and future societies.
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APPENDIX 1

Table 3. Overview of document citations period < 2010 to 2021

model ...

Documents <2010 | 2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2020 | 2021 | Total

The role of digital innovation in knowledge management 2021 R _ _ _ ~ - _ _ _ 1 . 1
syste ...
Ad(_iressmg the design-implementation gap of sustainable 2020 R ~ _ _ _ - _ _ _ 7 3 10
busi ...
Sustainable open innovation to address a grand 2020 ~ ~ ~ _ R ~ - _ - 3 2 5
challenge: L ...
How do innovation and sustainability contribute to 2020 ~ _ _ _ _ ~ - _ _ 3 - 3
generate ...
From precision agriculture to Industry 4.0: Unveiling 2019 ~ ~ _ _ _ _ _ - 4 11 1 16
techno ...
Going in circles: new business models for efficiency 2019 _ _ ~ _ _ _ _ - 1 3 - 4
and vai. ..
From angylar to plural: exploring organisational 2019 _ _ _ _ B _ _ _ 1 7 - 8
complexiti ...
Unlocking the circular economy through new business 2019 B _ _ - _ _ - 2 21 38 8 69
models b ...
qulaboratlve consumption practices in Southeast Asian 2019 R _ _ ~ _ _ _ - 1 9 - 10
citie ...
Sustainable business models: a literature review 2019 - - - - - - - - - 4 1 5
Sharing \{ersus collaborative economy: how to align 2019 ~ ~ _ ~ ~ - _ _ 6 34 4 44
ICT devei. ..
A.Green Lean approach to global competition and 2018 B B _ _ _ _ _ - 5 13 1 19
climate chan ...
Relating business model innovations and innovation 2018 - ~ _ _ _ _ _ 1 5 2 8
cascades: ...
f:pla.mmg logistics social responsibility from a dynamic 2018 _ ~ _ _ _ _ _ 6 10 16
B951gess model innovation and value-creation: the 2018 _ ~ ~ ~ _ _ _ 5 11 25 4 45
triadie wa ...
Sustainable business model innovation: A review 2018 - - - - - - - 6 31 81 15 133

" - o ,
leruptlon or new arder?: The emergence ofthe unicorn 2018 R ~ ~ _ _ _ _ _ ~ 2 2
bike- ...
lmeg.rau.ng Agent Based Simulation in the Design of 2018 _ _ _ ~ _ _ _ - 1 2 3
Multi-Si ...
How supply chain choices affect the life cycle impacts 2018 R _ _ ~ _ _ _ - 4 3 7
of me ...
Educating for the development of sustainable business 2018 R B ~ ~ _ _ _ 2 1 3 6
models ...
The effect ofsustainability in the adoption oftechnologica 2018 R R R ~ ~ _ _ 7 15 15 37
Educatfon for Sustainable Development: Business 2018 _ _ _ _ ~ _ _ 4 2 7 13
modelling fo ...
Developing a conceptual framework of product-service 2018 R ~ _ _ ~ - _ 1 1
system ...
Mapping the sharing economy for sustainability research 2018 - - - - - - - 2 13 26 3 44
Emerglng frontiers in entrepreneurship through Retail- 2017 ~ _ _ _ _ ~ - _ 2 - - 2
E-Busi. ..
Busu_less Model Innovation for Sustainability: Towards 2017 R _ _ _ _ _ 1 33 58 101 15 208
a Unif...
Managing the life cycle to reduce environmental impacts 2017 - - - - - - - - 2 5 - 7
Stakeholder agriculture: Innovation from farm to store 2017 - - - - - - - 1 - 3 - 4
liocml innovation and entrepreneurship: The case ofporto 2017 R _ _ _ _ - 1 ~ 1 - - 21
Hyl?nd organizations: New business models for 2017 ~ _ ~ _ _ _ - 1 - 4 - 5
environmental ...
A pro posai for a typology of sharing economy 2017 - - - - - - - 1 1 3 1 6
The examination of power and politics in a conservation 2017 ~ ~ B _ _ _ _ 1 3 - - 4
erga ...
Caq profit and sustainability geais co-exist? New 2017 ~ ~ _ _ _ _ 2 5 7 14 - 28
business m ...
Value uncaptured perspective for sustainable business 2017 ~ ~ ~ _ _ _ 9 21 31 30 6 97
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Table 3. Continued

Documents <2010 | 2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2020 | 2021 | Total

A framework for strategic sustainable development 2017 |- - - - - - 1 24 44 53 55 6 183
A !‘ff" cycle. assessment (LCA)-based approach to 2016 |- ~ R R R ~ ~ 5 10 13 13 3 m
guiding ani ...
Analysmg criticai success factors to implement 2016 |- R } : B R R 3 8 7 9 5 29
sustainable ...
Policies Towards Bioethanol and Their Implications: 2016 |- ~ R R R R ~ R 1 P R R 3
Case Bra ...
Methodology for non-hierarchical collaboration networks
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Dynamic supply chain alignment: A new business model 2016 |- ~ ~ ~ R R R ~ ~ 1 2 R 3
for pea ...
Journeying Toward Business Models for Sustainability: 2016 |- : R R } } 3 5 20 27 5 2 82
A Cone ...
Second-movers’ advantage of utilizing Big Data to 2016 |- R R ~ R R R R ~ 1 R R 1
enhance su ...
Innovative business models and responsible consumption 2016 |- R R _ _ R R R 2 R _ R 2
- Cas ...
Extendmg the scope of partnerships in the automotive 2016 |- R R ~ ~ ~ R 1 R 1 ~ _ 2
indust...
Long-term sustainable sustainability in luxury. Where 2015 |- } : : R R } } ; 1 1
else
Logistics and supply chain management: Developments 2015 R R R R R ~ _ ~ 4 2 ) ~ 8
and tren ...
Compa:am_'e efficiency assessment and strategic 2015 R _ R R R _ _ ~ 1 1 1 ~ 3
benchmarking ...
Challenges and opportunities for port logistics in using

2015 |- - - - - - - - - - 1 - 1
BPA ...
Collaborz}tfve consumption: Business model 2015 |- R } } ; a 4 6 15 20 17 3 65
opportunities and ...
Halal clusters 2015 |- - - - - 2 3 9 7 9 10 |- 40
Transforming the linear insurance business model to a 2014 |- _ _ R R R R 1 3 3 4 ~ 1
closed ...
Integrating product-service systems with new business 2014 |- ~ ~ ~ R R R R 5 _ 1 ~ 3
models ...
'Underst'andlng distributional disruptions in the 2014 |- a R R } } a : 1 1 2 ~ 4
interactive ...
Mal{lstreamlng green product strategies why and how 2014 |- R ~ ~ R R R 2 4 6 3 R 15
furniture ...
The double bottom line: Profit and social benefit 2014 |- - - - - 3 4 3 12 7 11 1 41
Building value chain through actionbale benchmarking

2013 |- - - - - - - - - - 1 - 1
for sus ...
Business model innovation for sustainability 2013 |- - - 1 1 4 5 12 13 13 17 2 68
Collaiboraltlve business modelling for systemic and 2013 |- } } 1 3 8 10 16 10 19 3 70
sustainabi ...
Developing strategies and leaders to succeed in a new 2012 |- ~ 1 5 4 3 1 3 4 5 3 R 26
era of...
From mainstage to movies to media: Sustaining the live 2012 |- R R R ~ ~ 1 R R R ~ R 1
andp ...
Sustainable manufacturing: Trends and research 012 |- R 1 14 32 0 50 75 54 63 67 6 404
challenges
Overview of emerging web 2.0-based business models 2011 |- R 1 1 3 } 3 4 1 R ~ _ 13
and web 2 ...
Strategic niche management of social innovations: The 2011 _ _ 7 4 4 4 7 1 11 3 10 2 69
caseo ...
Cycles of poverty and consumption: The sustainability 2010 |- ~ R 1 1 1 R R 5 _ 1 R 6
dilemm ...

Total |1 0 10 23 46 62 90 188 327 488 741 96 2072

Source: own elaboration
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APPENDIX 2

Table 4. Overview of document self-citation period < 2010 to 2021

Documents <2010 | 2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2020 | 2021 | Total
Ad‘?ressmg the design-implementation gap of sustainable 2020 R } a R } : R : } 3 R 3
busi ...
From precision agriculture to Industry 4.0: Unveiling 2019 R } : R } : R } 1 R 1
techno ...
From sm_g_ular to plural: exploring organisational 2019 R R } R ; a R : ; 1 R 1
complexiti ...
Unlocking the circular economy through new business 2019 R B . R . . R . ) 5 R 7
models b ...
Sustainable business models: a literature review 2019 - - - - - - - - - 1 - 1
Green business models: The case of a german automaker 2019 - - - - - - - - - -
Sharfng versus collaborative economy: how to align ICT 2019 : R : R } a R ; : 2 R 2
devei. ..
A Green Lean approach to global competition and climate
2018 - - - - - - - - - 1 - 1
chan ...
lci:plammg logistics social responsibility from a dynamic 2018 : R : R } a R : : 2 R 2
Business model innovation and value-creation: the triadie 2018 : R : : ) : R } : 2 R 2
wa ...
Sustainable business model innovation: A review 2018 - - - - - - - - - 1 - 1
The effect ofsustainability in the adoption oftechnologica 2018 . R } . B . R . 1 1 R 2
Education for Sustainable Development: Business
. 2018 - - - - - - - - - 1 - 1
modelling fo ...
Emerglng frontiers in entrepreneurship through Retail- 2017 a R } : B a : 3 ) 2 R 7
E-Busi. ..
Busu.less Model Innovation for Sustainability: Towards 2017 a R ; : R : a 1 R R 1
a Unif...
Slan profit and sustainability geais co-exist? New business 2017 . R . . R . . R 1 1 R 2
Value uncaptured perspective for sustainable business 2017 a R } a R ; 6 23 1 R 30
model ...
A framework for strategic sustainable development 2017 - - - - - - 9 - 1 2 - 12
A l_1fe cycle assessment (LCA)-based approach to guiding 2016 a R ; a R ; a 1 1 1 R 3
ani...
Analysmg criticai success factors to implement 2016 . R . . R . . 1 1 . R 2
sustainable ...
Logistics and supply chain management: Developments 2015 a R } : B : a 3 1 : R 4
and tren ...
Collaborative consumption: Business model opportunities 2015 : R } : R : 1 5 1 R 3
and ...
Halal clusters 2015 - - - 1 1 - - - 2
Transforming the linear insurance business model to a 2014 . R . R . R R 1 . R 1
closed ...
Mainstreaming green product strategies why and how
. 2014 - - - - - - 1 - - 1
furniture ...
Business model innovation for sustainability 2013 - - - 1 - - - - 1 - - 2
Colla.bargtlve business modelling for systemic and 2013 R } a ) ; 2 1 } : : R 3
sustainabi ...
Sustainable manufacturing: Trends and research 2012 R . R 10 1 17 4 3 1 . 1 R 37
challenges
Strategic niche management of social innovations: The 2011 R a 1 } a } : R R - : R 1
caseo ...
Total - - 1 10 4 18 6 20 35 14 28 - 122

Source: own elaboration

printed on 2/9/2023 12:37 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use

29




EBSCChost -

30

Chapter 2

Knowledge Management for
Business Sustainability

Neeta Baporikar
https://orcid.org/0000-0003-0676-9913

Namibia University of Science and Technology, Namibia & University of Pune, India

ABSTRACT

Knowledge management is crucial in this knowledge-based society. Further, knowledge is a critical
resource when it comes to business competitiveness and sustainability. Hence, to reach the sustain-
ability aims, knowledge management (KM) may be regarded as central for any business organizations.
Therefore, adopting an in-depth literature review method with a grounded theory approach, the aim of
this chapter is to discuss the role and significance of knowledge management to ensure business growth
and sustainability. The chapter also provides a holistic framework of knowledge management for busi-
ness sustainability.

INTRODUCTION

An increasing number of companies have started to transform into more sustainable ones (Tideman et
al., 2013). Investments in sustainable practices are expected to increase both firm competitiveness and
operational performance (Schoenherr, 2012; Iasevoli & Massi, 2012). Regarding the latter, performance
is not only considered in terms of economic performance (e.g. savings or profitability) but also in
non-economic terms such as eco-efficiency (lasevoli & Massi, 2012). Given the interconnectedness of
economic, business and social issues that form the pillars of sustainability, organizations have to attune
to an even stronger involvement of the different stakeholders (Van Kleef & Roome, 2007).

To reach the sustainability aims, knowledge management (KM) may be regarded as central (Gloet,
2006; Seow, Hillary, Robinson, Anumba, Carrillo & Al-Ghassani, 2006). There are many different
perspectives as how to define KM. One of the practical definitions is to see KM as a systematic way of
creating, sharing and leveraging knowledge within and around organizations (Bounfour, 2003). This clari-
fies that KM has a long-term orientation and therefore fits nicely with one of the underlying assumptions
of sustainability and sustainable management, namely, durability (Chow & Chen, 2012). KM practices,
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such as knowledge creation, knowledge dissemination, knowledge storage and knowledge application,
are expected to support a continued development of knowledge that is up-to-date and relevant. Hence,
KM can be regarded as a strategic lever to ensure business sustainability; where the primary role of
KM is to treat current and future knowledge resources sustainably by considering social, economic and
business aspects (Ch, Holland, & Fathi, 2010). This brief discussion also leads us to the importance of
formulating suitable KM strategies to achieve the aims set. It would also underline the critical need of
having incorporated these KM strategies in the overall company strategy (Hansen et al., 1999).

In today’s dynamic competitive environment, KM research and implementation have grown rapidly
in recent years. Even though several disciplines have studied KM from their own perspectives, there
are only limited systematic efforts to study the interfaces of KM from an interdisciplinary perspective.
Against this background, it might be interesting to study how the KM can enhance business sustainability.

More precisely, we are interested in the adoption of KM approaches supporting and improving busi-
ness sustainable practices. Having this in mind, the aim of this chapter is to review existing research on
KM activities in the context of business sustainable practices to establish the current body of knowledge.
The main research question is: RQ /. What is the role of KM for enhancing business sustainability?

The above research question has been addressed through a structured review of the extant literature
on the above topic. The review allows the establishment of the current body of knowledge and, on this
basis, to identify gaps in our understanding. Based on this, the present chapter will list a number of
promising future research avenues.

The remainder of the chapter is organized as follows. The next section briefly summarizes extant
literature on KM. Then, in Section 3, the main focus is on the link between KM strategies and business
sustainability. Section 4 provides a critical discussion and presents the main findings. Section 5 discusses
the solutions and recommendations and provides future areas for research. The final section terminates
with the conclusion of the chapter.

BACKGROUND

Knowledge is the key to effective competition. The challenge for companies requiring participation in
knowledge-intensive sectors of the global company is to organize them so that they can recognize that,
for example, commercial knowledge is different in kind from philosophical and scientific knowledge.
The aim is effective performance, not eternal truths since commerce is about the transitory (Bapori-
kar, 2019). All commercial knowledge is social and is traded. In fact all companies have knowledge
economies working within the organization. There are four stages -discerning knowledge, choosing a
container, dissemination and the use made of the knowledge. Understanding how the stages operate in
the company is essential to the successful knowledge management process. In addition, to be success-
ful the process has to be explicitly supported, managed and measured. Knowledge actually comprises
multiple networks or nodes of knowledge linked together (Baporikar, 2020a). The four categories of
knowledge are imperative or cultural, predictive, or having a pattern, bound by rules and prescriptions
for performance. All are tacit or shared, embodied in “raw” materials, mechanisms, business practices
and processes and environment and culture, and will move from softer to harder forms of embodiment.
To be useful, knowledge must be distributed; only that way can it increase company performance in the
market place (Baporikar, 2018b). Knowledge management is the systematic underpinning, observatism,
measurement and optimization of the company’s knowledge economies.

31

printed on 2/9/2023 12:37 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

Knowledge Management for Business Sustainability

Knowledge can be seen as a key source of advantage. Its importance has been recognized for a long
time. Some scholars have realized that information can create wealth. What is happening today is that
there has been a qualitative change in the way in which vast amounts of data can be collected and com-
municated. The risk is of information overload. To help avoid this, a discipline is needed which can
distinguish between data and knowledge, can find ways to reduce the overload and can organize itself.
At present, little consideration is given to whether and how individuals and organizations can manage
knowledge. Knowledge management is a process of continually managing knowledge of all kinds and
requires a company-wide strategy which comprises policy, implementation, monitoring and evaluation.
Such a policy should ensure that knowledge is available when and where needed and can be acquired
from external as well an internal source. Activities such as these have management implications at all
organizational levels and functions; thus culture, people, process, and technology have all to be considered
(Baporikar, 2018a). In this, the fact that much information that is used is not in computers but in heads
needs to be recognized. Indeed, companies are now aware that traditional database structures can hold
only a fraction of what is available. This in turn leads to increased emphasis on information and commu-
nication technologies (ICTs) and the need to realize that to be accessible information has to be organised
in the same way as the human brain. This is very important in the case of collecting tacit knowledge.
In addition, organizations have to solve the “boundary paradox”, in other words, they must be open to
receive information on both an informal and formal basis from the outside. It is difficult, of course, to
find solutions and processes which are completely outside individual experience. To be successful, it
is necessary to recognize that knowledge is a process or set of relationships. Knowledge can be seen as
a product of power relations. Knowledge management comprises information, communication, human
resources, intellectual capital, brands etc. It involves facing a number of challenges such as its useful-
ness, its transfer to others and its quantity. It is necessary to develop an organizational capability which
may be costly. It does not mean managing all that is known. It does mean formulating and implementing
strategies, improving business processes, and monitoring and evaluating what knowledge exists, and its
effective management. It is important yet difficult to scope, define and understand the processes, but to
do so is necessary if organizations are going to be able to cope.

Innovation begins, as shown by 3m’s post-it notes, with the construction of a new kind of knowledge
within the firm. But the need is for repeated innovation with increasingly high levels of re-use. Business
process re-engineering is a necessary precursor to innovation. This means that time-to-market and time-
to-decide is the two most critical time metrics today. Too often the end of the process has been managed
alone; it is now necessary to manage the front-end, market identification; product and service design.
Knowledge management has a crucial role in this.

Leaders of successful organizations are consistently searching for better ways to improve performance
and results. Frequent disappointments with past management initiatives have motivated managers to gain
new understandings into the underlying, but complex mechanisms - such as knowledge - that govern
an enterprise’s effectiveness. Knowledge Management, far from being a management “fad”, is broad,
multi-dimensional and covers most aspects of the enterprise’s activities. To be competitive and success-
ful, experience shows that enterprises must create and sustain a balanced intellectual capital portfolio
(Wig, 1997; Baporikar 2020b).

Knowledge may be viewed from several perspectives like state of mind, an object, a process, condition
of having access to information, or a capability. It has also been described as “a state or fact of knowing”
with knowing being a condition of “understanding gained through experience or study; the sum or range
of what has been perceived, discovered, or learned”. The perspective on knowledge as a state of mind
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focuses on enabling individuals to expand their personal knowledge and apply it to the organization’s
needs (Alavi & Leidner, 2001).

Research Methods

Given the situation that the topic under investigation is in its infancy, we need to apply research methods
that can support theory development. Qualitative research methods are particularly suitable for meeting
this aim. Qualitative methods would also give the opportunity to understand better the motives behind
any actions or non-actions regarding the linkages between KM and business practices.

KM STRATEGIES

There is a general consensus in extant literature that KM is the basis on which companies can transform
knowledge into useful actions. KM supports in delivering knowledge to the right people at the right time
to enhance productivity and decrease supply chain cost and thus can improve the competitive advantage
of companies. Consequently, KM forms the necessary fundament for developing and executing KM
strategies. As a result, by having a proper KM strategy in place, companies can manage their knowl-
edge more effectively. KM strategies are used to help companies in determining “what to do” with their
knowledge to reach certain objectives. KM strategies address the “how to do it” question as well. When
dealing with KM strategies, it is important to distinguish between different types of strategies. However,
it is important that KM strategies should be aligned with the company’s business strategies as exploiting
internal knowledge is the most economic knowledge strategy companies can apply.

These companies (so-called internal exploiters) have sufficient knowledge resources to keep them-
selves competitive in their industries. On the other hand, companies that focus both on exploring ex-
ternal knowledge resources to develop new knowledge bases and exploiting internal knowledge bases
to seek business opportunities can be thought of as using the most aggressive knowledge strategies.
These companies (“unbounded innovators™”) focus on both acquiring knowledge capitals from their
external environment and creating benefits by utilizing it. Hansen et al. (1999) identified two kinds of
KM strategies: “codification” and “personalization” strategies. A codification strategy is IT-oriented,
it emphasizes the codification of knowledge and its storage into databases, so people working in the
company can easily retrieve it. Personalization strategy is human-oriented, it is focused on knowledge
sharing between people, and IT systems are used for helping people communicate knowledge, thus their
application goes beyond pure knowledge storage.

The utilization of a personalization strategy is a kind of strategic thinking that starts from and around
people. The business activities of companies adopting this strategy mainly depend on their employees’
tacit knowledge rather than on their existing explicit knowledge.

The work of Choi & Lee (2002) investigated the influences of knowledge strategy to knowledge
creation processes in a sample of 58 Korean companies. The authors identified “system” and “human”
KM-oriented strategies. The system strategy emphasizes knowledge codification, storing, information
system, etc., and tries to share knowledge formally with IT network, software, documents, etc. The hu-
man strategy focuses on dialogues between people in social networks, and tries to recruit knowledgeable
and experienced employees and emphasizes informally shared knowledge in knowledge communities,
discussion teams/confrontation meetings, etc.
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Many studies have also highlighted the steps required to develop “system”- or “human’-oriented
strategies. These studies can be divided into three categories: balanced, dynamic and focused. These
studies recommend companies to choose a type of strategy that is predominant or one which best serves
the knowledge creation, sharing and utilization requirements and use the other one as a form of support.

The balanced view suggests that firms need to strike a balance between the two strategies.

The dynamic perspective suggests that firms adjust their strategies according to the characteristics
of the knowledge present. For example, managers should align KM strategies with tasks characteristics.
The focused perspective suggests companies to focus on a single strategy. By contrast, the balanced and
dynamic visions insist that companies should apply both types of strategies. The concentrated and bal-
anced perspectives, however, do not take into account the dynamic nature of knowledge. The dynamic
perspective suggests that the choice of the strategy type will vary depending on the characteristics of
knowledge Choi & Lee (2002). When a firm attempts to implement both strategies, with equal emphasis
given to both, the consequences can result in risking a complete strategy failure. Both strategies can in
fact be implemented, but this argument is apparently valid only for multinational corporations that have
relatively complex and information and communication technology (ICT)-intensive functions to link
the two strategies, but it is not valid for small and medium-sized enterprises. In sum, one can conclude
that any KM strategy should be implemented in accordance with the structure and characteristics of the
company concerned.

Many authors argue that companies can improve organizational performance by strategically align-
ing their business strategies with their KM strategies. Using different KM strategies at different stages
of the business life cycle is also essential, as companies have different knowledge needs in different
stages (Baporikar, 2018b). As such, the adoption of KM strategies can lead to better performance. In
this context, another important element to generate, achieve and maintain a sustainable company is the
creation of organizational architectures and KM systems that are capable of capturing, processing and
making sense of business data and information. Given the fact that KM has a long-term orientation, it
fits nicely with sustainability and sustainable management (Chow & Chen, 2012).

Considering the link between KM and innovation, when it comes to implementing, the lines between
traditional functional areas have blurred, while at the same time, an even greater need for extensive col-
laborative interactions between organization members is required. In addition, a mere employee special-
ization may not be a suitable approach to knowledge and its management; instead, a broad knowledge
base is needed that is supported by all organization members and their different types of knowledge
(Baporikar, 2019). Therefore, firms can derive performance improvements through appropriate KM
systems to support organizational learning as an important parameter in contributing towards innova-
tion and sustainability. Thereby, an appropriate KM system is defined as a system that comprises a set
of procedures, infrastructures, technical and managerial tools, which are designed towards the creation,
sharing and leverage of information and knowledge within and around organizations (Bounfour, 2003).
From a research point of view, most studies on sustainability issues have focused on manufacturing sec-
tors and little attention has been paid to other sectors. The overall view is that KM must aim at all kinds
of business sustainability be it manufacturing or service.

In conclusion, businesses are becoming are increasingly complex and knowledge-intensive in today’s
dynamic competitive environment. Knowledge assets have become critical to attain performance goals.
Thus, it is crucial to implement KM approach for developing sustainable business strategy. It seems
that a strategic approach to KM has the potential to help businesses in addressing the complexity con-
nected with sustainability challenges. In particular, the management and understanding of knowledge
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processes may support the integration, rapid development and exploitation of sustainable and business
knowledge by organization members (internally) and other stakeholders and participants (externally) to
meet the challenges ahead.

SUSTAINABILITY

Literally, sustainability means a capacity to maintain some entity, outcome or process over time. How-
ever, in development literature, most academics, researchers and practitioners (Gray, 2010; Tjarve, &
Zemite, 2016; Mensah & Enu-Kwesi, 2018; Thomas, 2015) apply the concept to connote improving
and sustaining a healthy economic, ecological and social system for human development. Stoddart
(2011) defines sustainability as the efficient and equitable distribution of resources intra-generationally
and inter-generationally with the operation of socio-economic activities within the confines of a finite
ecosystem. Ben-Eli (2015), on the other hand, sees sustainability as a dynamic equilibrium in the pro-
cess of interaction between the population and the carrying capacity of its environment such that the
population develops to express its full potential without producing irreversible adverse effects on the
carrying capacity of the environment upon which it depends. From this standpoint (Thomas, 2015)
continues that sustainability brings into focus human activities and their ability to satisfy human needs
and wants without depleting or exhausting the productive resources at their disposal. This, therefore,
provokes thoughts on the manner in which people should lead their economic and social lives drawing
on the available ecological resources for human development.

Hak, JanouSkova, and Moldan (2016) have argued that transforming global society, environment
and economy to a sustainable one is one of the uphill tasks confronting man today since it is to be done
within the context of the planet’s carrying capacity. The World Bank (2017) continues that this calls for
innovative approaches to managing realities. In furtherance of this argument, DESA-UN (2018) posits
that the ultimate objective of the concept of sustainability, in essence, is to ensure appropriate alignment
and equilibrium among society, economy and the environment in terms of the regenerative capacity of
the planet’s life-supporting ecosystems. In the view of Gossling-Goidsmiths (2018), this dynamic align-
ment and equilibrium must be the focus of a meaningful definition of sustainability.

However, as argued by Mensah and Enu-Kwesi (2018), the definition must also emphasize the notion
of cross-generational equity, which is clearly an important idea but poses difficulties, since future genera-
tions’ needs are neither easy to define nor determine. Based on the foregoing, contemporary theories of
sustainability seek to prioritize and integrate social, business and economic models in addressing human
challenges in a manner that will continually be beneficial to human (Tosun & Leininger, 2017). In this
regard, economic models seek to accumulate and use natural and financial capital sustainably; business
models basically dwell on biodiversity and ecological integrity while social models seek to improve
political, cultural, religious, health and educational systems, among others, to continually ensure human
dignity and wellbeing (Evers 2018), and for that matter, sustainable development.

Economic Sustainability
Economic sustainability implies a system of production that satisfies present consumption levels without

compromising future needs (Lobo, Pietriga, & Appert, 2015). Traditionally, economists assuming that
the supply of natural resources was unlimited placed undue emphasis on the capacity of the market to
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allocate resources efficiently (Du & Kang, 2016). They also believed that economic growth would be
accompanied by the technological advancement to replenish natural resources destroyed in the produc-
tion process, which is not true. Moreover, it has now been realized that natural resources are not infinite;
besides not all of them can be replenished or are renewable. The growing scale of the economic system
has overstretched the natural resource base, prompting a rethink of the traditional economic postulations
(Du & Kang, 2016). This has prompted many academicians to question the feasibility of uncontrolled
growth and consumption.

Economies consist of markets where transactions occur. There are guiding frameworks by which
transactions are evaluated and decisions about economic activities are made. Three main activities that
are carried out in an economy are production, distribution and consumption but the accounting frame-
work used to guide and evaluate the economy with regard to these activities grossly distorts values and
this does not augur well for society and the environment. Allen and Clouth (2012) echo that human
life on earth is supported and maintained by utilizing the limited natural resources found on the earth.
However, due to population growth, human needs like food, clothing, housing increase, but the means
and resources available in the world cannot be increased to meet the requirements forever. Furthermore,
Retchless and Brewer (2016) argue that, as the main concern seems to be on economic growth, important
cost components like the impact of depletion and pollution, for example, are ignored while increasing
demand for goods and services continues to drive markets and infringe destructive effects of the envi-
ronment. Economic sustainability, therefore, requires that decisions are made in the most equitable and
fiscally sound way possible, while considering the other aspects of sustainability (Zhai & Chang, 2019)

On the other hand, KM initiatives also seem to help SMEs while facing challenges such as qualified
human resource. For instance, KM main processes seem to allow active preparedness while streamlining
operations (Wiig 1997). KM enables human resources to get involved in discussions of strategy develop-
ment and not as administrators only. KM organic growth of knowledge helps to define better scenarios
and vision for the firm, while promoting the analysis of long-term opportunities. Therefore, KM permits
to expand firms’ perceptions — knowledge, by continually measuring performance, and thus to improve
its sustainability operations (Hansen, Nohria, and Tierney 2000). Basically KM through its main continu-
ous processes, such as, capture relevant knowledge, storing information, disseminates information and
generation of ideas; allow linking massive updated knowledge to improve, to avoid errors (Davenport
and Glaser 2002) and to foster eco-innovation for more sustainable operations.

For this to happen, a knowledge-based approach that permits creativity for innovative changes is
required, managing an effective change of mindset both in society and in the industry. For this reason,
from the academic literature, it is implied that a new awareness or knowledge is required for a revolution
of current practices to occur. In order for firms to create improvement and care of our planet’s prosperity,
they have to know and be aware of the negative impacts of their operations and committed to minimizing
them. This leads to the urgency of including the role of workers so they acknowledge their roles’ impacts
onto a whole sustainable development approach.

In fact, this challenge of integrating sustainability in firms’ operations represents a source of new
knowledge, innovation and inspiration, to adapt general operations strategies, concepts, methods and/
or tools (Baporikar, 2018b). Similarly, companies have reported value creation practices while imple-
menting sustainable practices. However, information is particularly deficient regarding quantification
of benefit, implementation difficulties and knowledge management about sustainability in companies
(Baporikar, 2020b).
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Environment-Economy-Society Relationship

The concept of sustainability appears poised to continue to influence future discourse regarding develop-
ment science. This, implies that the best choices are likely to remain those that meet the needs of society
and are business and economically viable, economically and socially equitable as well as socially and
business bearable. This leads to three interconnected spheres or domains of sustainability that describe
the relationships among the business, economic, and social aspects of SD as captured in Figure 1.

Figure 1. Environment-economy-society relationship
Source: Wanamaker (2018)
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Basically, it can be concluded from the figure that, nearly everything man does or plans to do on earth
has implications for the environment, economy or society and for that matter the continued existence and
wellbeing of the human race. Akin to this, as argued by Wanamaker (2018), the spheres constitute a set
of interrelated concepts which should form the basis of human decisions and actions in the quest for SD.
Yang (2019) supports the argument by opining that basically, the figure depicts that proper decisions on
sustainable resource management will bring about sustainable growth for sustainable society. Examples
of these include decisions on land use, surface water management, agricultural practices, building de-
sign and construction, energy management, education, equal opportunities as well as law-making and
enforcement (Montaldo, 2013).

The argument is that, when the concepts contained in the three spheres of sustainability are applied
well to real world situations, everybody wins because natural resources are preserved, the environment
is protected, the economy booms and is resilient, social life is good because there is peace and respect
for human rights (DESA-UN, 2018). When this link is in synch then there is good life for all within the
boundaries and the planet will be well protected (O’Neill, Fanning, Lamb & Steinberger, 2018).
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KNOWLEDGE MANAGEMENT FOR BUSINESS SUSTAINABILITY

To improve their sustainability performance, companies need to ensure they incorporate sustainability
into their vision. Accordingly, they require to be ‘aware’ of why and how to incorporate it, then to trans-
late its overall objective into specific sustainability practices for each area of performance; finally, to
control and measure indicators to assess actual achievement for each area. In fact, knowledge is defined
as ‘awareness of something’ and it has been classified into tacit and explicit; the tacit knowledge is
mental models, beliefs and perspectives, whereas, the explicit knowledge is the articulated knowledge.
The transition from tacit to explicit is essential by firms in order to produce innovations (Nonaka and
Takeuchi 1995). In this regard, knowledge is considered the firms’ survival power, and the foundation
of firms’ capabilities.

KM appears as a potential framework to pursue sustainability due to its action learning orientation
(Gloet 2006), which can define how a company fits, implements and operationalizes strategies with
sustainability initiatives. Hence, KM represents an effective way to help firms to be educated about the
incorporation of sustainability in operations, which means to improve its awareness and understanding
of the issues involved in the required transformation. Thus, KM is any intentional and systematic pro-
cess or practice of acquiring, capturing, sharing and using productive knowledge, wherever it resides,
to enhance learning and performance in organizations. Hence, KM processes: discovering, capturing,
sharing and applying knowledge are more likely to impact sustainability by enabling the creativity and
innovation required for a transformation of strategies and operations.

In the creation or discovery of knowledge, workers are crucial since they are not only users of a system
but captors and creators of know-how that is relevant to achieve a company’s objectives and it depends
on personal commitment (Nonaka and Takeuchi 1995). So they have the freedom to actually select the
relevant knowledge for later dissemination for sustainable practices.With the proper knowledge, (e.g.
training) workers can innovate, for example, designing new techniques that will potentially become the
new specifications (product, method). Among the reported techniques to foster personal commitment,
on which knowledge creation depends, are the use of figurative language from metaphors, analogies,
models, umbrella concepts and qualitative criteria to product specifications (Nonaka and Takeuchi 1995).

The capture of knowledge is another relevant process in KM, since firms need to extend their knowledge
base in order to create innovation. This should help in not only summarizing information in reports but
to make sure tacit and explicit knowledge interact, while from this innovation can emerge. This is, firms
should help workers to articulate part of their tacit knowledge and know-how through policies and tools.

Knowledge sharing is another KM process that seems to be the key for supporting improvements
in sustainable development, through making personal (tacit) knowledge available or explicit, which is
reported to be the central activity in a knowledge-creating company (Nonaka and Takeuchi 1995). This
comes from the basic fact that knowledge that is not frequently discussed becomes obsolete (Baporikar,
2020a).

Further literature provides evidence that he enhancement of knowledge sharing can be promoted,
according to the literature, mainly by observation, imitation practice, and socialization (tacit and explicit
knowledge interacting). The application of knowledge is important and representative for sustainable
operations to ensure people actions in the company are actually based on adequate top-down manage-
ment of information. Besides the limited evidence regarding the general understanding and utilization of
KM to support the transition towards more sustainable operations, exposed in the introduction section,
the literature review showed that limited research has also been conducted to specifically study the link
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between knowledge management and business sustainability. From the literature, KM seems to help in-
crease awareness of workers’ practices, particularly for business sustainability and firms’ operations. In
this line, KM could also serve and facilitate the achievement of more business sustainability. Therefore,
the present research focused on understanding the influence of KM on business sustainability, because
to date, there has been little agreement on the effect and contribution of KM to achieve more sustainable
business. The investigation of this phenomenon is considered the main theoretical contribution derived
from this work.

SOLUTIONS AND RECOMMENDATIONS

Considering the above discussion, for businesses to be sustainable the three basic areas that may be
considered include customer relationship management, quality of human resources and the adoption
of ICT tools and systems through which an appropriate KM strategy is essential to enhance business
sustainability. For each of the areas, KM solutions are identified and given below.

Customer relationship management: It is widely recognized that customer plays a critical role in
driving sustainability programs and actions by companies. To reach this objective, KM is essential to
manage and maintain effective relationship with customer. Firstly, it is necessary for companies to have
an appropriate level of knowledge on sustainability and green issues to understand better the customer
sustainability and green requirements. Secondly, collaborative programs among customers and compa-
nies a shared stock of knowledge on business sustainability issues that may be build-up through mixed
teams comprising managers and employees of both customer and companies. These teams may work
through periodic meetings aimed at exchanging knowledge and experiences on actions undertaken in
collaboration to understand which kind of improvements are needed to overcome program weaknesses.
Finally, customers are even more interested in performance measurement of collaborative initiatives
undertaken. Communication skills and expertise hereby serve as a means for facilitating the exchange
and share information about green performance.

Quality of human resource: The adoption of successful business sustainability programmes in any
company as well as in businesses is dependent on leveraging employees’ knowledge. From this perspec-
tive, education and training of employees play a critical role in the creation and development of business
knowledge within and outside the company. It is then important to provide employees with training
and education programs to anchor business sustainability thinking into the staff’s minds. This may also
facilitate the integration of sustainability issues in the service design and development process. Such
programs should be focused on different aspects (economic, ecological and social) and functions (e.g.
sales and marketing). Another solution may be the implementation of job rotation approach allowing
employees to switch jobs with colleagues to understand the main characteristics of different kind of works
and establish the conditions for creating new solutions through the exchange and transfer of knowledge.
This may also facilitate the service innovation process and transfer of useful knowledge from one divi-
sion to another. To support efforts to sustain and enhance the quality of human resource, a number of
tools may be used such as e-learning tools with digital media for presenting and distributing learning
materials between employees. The use of knowledge-database platforms can be also used to guarantee
the easy access to relevant business knowledge and information to employees at all levels in the company.

Adoption of ICT tools and systems: Technologies are important too for supporting the business sus-
tainability orientation of any businesses and service companies. The transfer of information is crucial
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for sharing knowledge within and outside the company. The use of appropriate ICT tools is essential for
spreading knowledge. For example, the use of fleet management systems may not only provide accurate
information on truck fleet but also stimulate truck drivers to save fuels and lorry wear out. The use of
KM ICT systems and tools supports the exchange of information and sharing of knowledge and experi-
ences facilitates a common understanding of the most appropriate actions to be implemented and the
setting-up of collaborative initiatives and decision-making as well. Moreover, the adoption of ICT tools
and systems may allow for the monitoring and improvement of business performance at both company
and supply chain level.

The expected benefits that KM can bring in the area of business sustainability open up a huge po-
tential for researchers from different disciplines. Some of these promising research opportunities are
presented next.

FUTURE RESEARCH DIRECTIONS

This chapter has reviewed existing papers on KM in business sustainability practices. Against the ex-
pected benefits, KM approaches can bring more specific provision for research is called for. The review
conducted reveals that the body of knowledge regarding the topic chosen is rather poor. Indeed, one
can argue that the topic that resembles a white spot on the map which can be assessed be considered
unacceptable. Given the fact that extant research provides only fragmented insights into KM in business
sustainability practices, the topic offers scholars a variety of promising research avenues. Some of them
include the research methods, analysis of factors hampering/supporting the implementation of KM in
practices related to business sustainability, development of measures to demonstrate the impact of KM
on sustainability practices and role of different stakeholders in the implementation of KM in business
sustainability practice. As KM should not have an internal focus, business and companies should also
think of how to best integrate different stakeholders in the KM approach to improve the effective use of
existing and future knowledge. An example would be the creation of communities of practice that are
attended by different stakeholders that are active to advance KM. Thus, research could focus on suitable
governance models to meet this issue. This will also raise the questions of suitable KM strategies that
can help in improving the management of this issue.

CONCLUSION

The authors are aware of the fact that the present study is not without limitations. By restricting the
review to the databases Web of Science, ABI Inform, Business Premier Source and Scopus, this study
may not have allowed complete coverage of all articles in the topic under investigation. Yet, it seems
reasonable to assume that the review process covered a large proportion of the studies available. In ad-
dition, reviewing the literature was sometimes disconcerting, as many papers do not specify whether
they are discussing SMEs or large firms.

To conclude, many organizations have lost business opportunities due to poor ‘Knowledge Manage-
ment’ (KM) practice. Poor documentation on workflows, procedures and processes together with an
inability to retain critical Human Capital are cited as the most common problems for such organizations.
The purpose of this study was to explore the importance of the KM for business sustainability and rec-
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ommend a new KM framework that will allow both the explicit and tacit knowledge to be identified,
retained and levered off to ensue business sustainability. At its core, the new KM framework empha-
sized retention and optimal utilization of all resources especially the human capital and ICT, as these
resources provide the key strength to any organization and for inculcating a knowledge-sharing and
performance-driven workforce for the betterment, prosperity, and sustainability of an organization. The
success of the Knowledge Management process always depends on how well the organizational culture
allows for knowledge and experience sharing. The organizational leaders need to be the champions of
KM so that the employees will be committed to sharing knowledge. The IT infrastructure must provide
a workable common platform that captures, distributes and allows for the application. To ensure success
and to bridge the gap between the people and the infrastructure, the organization needs to identify KM
framework along with KM working groups at all levels in the organization.
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KEY TERMS AND DEFINITIONS

Decision-Making: A rational and logical process of choosing the best alternative or course of action
among the available options.

Impact: To have effect on, effect of coming into contact with a thing or person; the force exerted
by a new idea, concept, technology, or ideology, the impression made by an idea, cultural movement,
social group, it is to drive or press (an object) firmly into (another object, thing, etc.) so as to have an
impact or strong effect (on).

Imperative: Absolutely necessary; urgent; compelling; a rule; principle; or instinct that compels a
certain behavior.

Information Technology (IT): The umbrella term that encompasses the entire field of computer-
based information processing: computer equipment, applications, and services, telecommunication links
and networks, digital databases, and the integrated technical specifications that enable these systems to
function interactively. IT is study or use of systems (especially computers and telecommunications) for
storing, retrieving, and sending information.

Knowledge: The fact or condition of knowing something with familiarity gained through experience
or association, acquaintance with or understanding of a science, art, or technique, the range of one’s
information or understanding, the circumstance or condition of apprehending truth or fact through reason-
ing or the fact or condition of having information or of being learned. Knowledge is acquaintance with
facts, truths, or principles, as from study or investigation; general erudition, familiarity or conversance,
as with a particular subject or branch of learning including acquaintance or familiarity gained by sight,
experience, research or report.

Knowledge Development: The development of knowledge includes not only processes of external
knowledge procurement (i.e., through cooperative efforts, consultants, new contacts, etc.) or the creation
of specific knowledge resources like research and development departments. The formation of personal
and technical knowledge networks is also part of the development of knowledge.

Knowledge Exchange: The act, process, or an instance of exchanging acquaintance with facts, truths,
or principles, as from study or investigation for and including general erudition creating, involving, us-
ing, or disseminating special knowledge or information.

Knowledge Management: The systematic process of finding, selecting, organizing, distilling, and
presenting information that improves the comprehension in a specific area of interest. It is used also
as a synonym for content management or information management, but incorporates communities of
practice, learning from experience, and knowledge retention and transfer.

Sustainability: Sustainability is the ability or capacity of something to be maintained or to sustain
itself.

Tacit: Expressed or understood without being directly stated or put into words, to involve or indicate
by inference, association, or necessary consequence, to contain potential sense.
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Chapter 3

The Digital Bridge:
The Way We Work and Communicate
in the Digital Age

Ana Catarina Lopes da Silva
Deloitte, Portugal

ABSTRACT

Technologies and digital transformation are the forces that have transformed societies. In a world where
everything seems to be under “control,” the unexpected occurs and forces rapid changes without proper
time for planning. The future becomes uncertain, and the present becomes an excellent opportunity to
upgrade and maximize profit by changing the way organizations work and especially how organizations
communicate. The new world highlights the relevance of information systems flexibility and the powerful
role that communication plays in the success of organizations.

“The outpouring of global solidarity and support sparked by this shared challenge has been phenom-
enal.” (World Health Organization, n.d.)

INTRODUCTION

The market positioning and the success of the organizations are clary linked to the capability to answer
to market changes and the ability to deal with the uncertainty generated. The faster and better is the
answer to signals of change, the better will be your positioning. Think about it. Most of the strategies
implemented by the organizations are focused on two things only: deliver the best service/product of
the market and build strong relationships with their customers by establishing clever market positioning.

The organizations already face and adapt their structure due to a range of factors like legal, political
or demographic changes and now mainly directed to the speed of the technology where in one click
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everything is available and the communication is done instantly. New trends in digitalization emerge
and a new world of computing, what we also call the cloud environment, brings the possibility to run
a business more easily and efficiently in order to respond to the Big Data paradigm. In this scope, it is
now possible the introduction to new markets like e-Commerce and run a total digital business and this
is just one slice of the big picture.

Nowadays and according to the World Health Organization, the world is facing an unprecedented
challenge with the most recent global COVID-19 pandemic. This new reality brings along the classic
need to change and adapt the current structures of the information systems and spotlights not only the
relevance of technology and Big Data trends to give special attention to where everything begins: the
people.

Deloitte, a multinational professional services network, addresses and highlights the relevance of re-
silience with growth mindsets as a way to adapt and face the new reality. The uncertain future becomes an
opportunity that enables to respond to changes in customer demands, economic and market landscapes,
and evolving talent and capability areas (Deloitte, 2020) by changing the way we communicate, sharing
and collaborating in a way we never did before.

Google also shared the need to adapt the structure and the importance of “thinking outside of the
box” by reinvent the way they connect with audiences using innovative and compassionate approaches
that brings closer their customers and communities (Google, 2020). Gartner also reinforces the need
to partner with digital giants and increase automation by given as an example the successful Chinese
companies that adopted these key characteristics to face the COVID-19 pandemic (Gartner, 2020).

Unexpectedly, the world becomes online, and new routines and ways of work are adopted in a scenario
never considered before. Companies are forced to think and implement new ways to communicate that
change the current information systems structure with the special focus on the people and the way they
field. We run our daily lives uncertain of the future and we don’t know the future outcomes of the new
realities but we do know that remaining flexible and adapting with agility is our key to stay connected
and create a global network of solidarity never seen before.

THE REMOTE CULTURE

The global COVID-19 pandemic as challenged not only the way we work but also the way we run our
daily lives. If we thought that before the pandemic, we lived in online world full of possibilities, we did
not have a clear picture of how this could be possible. According to (Google, 2020) in the US, staying
home has led to a 60% increase in the amount of content watched and consumers across the globe are
spending 20% more time in apps than they did a year ago.

50% of US consumers said they used video to communicate with family and friends in March 2020
and YouTube platform raised new contents related to “with me” videos, where people film themselves
going about ordinary tasks like cleaning or cooking, and “study with me” videos to stay connected and
not feel alone (Google, 2020).

Every routine is now full online including shopping through digital supermarkets, the workout and
education with full online classes and online gyms, the communication with family and friends through
our tablets, self-phones and/or computers and the work online most known by the Work From Home
(WFH). These new structures take full advantage of technology tools to run our daily and business lives
with the transition of operations to virtual and the adoption of flexible ways of work.
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The new way of work (WFH) is implemented and successfully adopted with the correct structure
and adequate software however, it creates a bigger impact to the sectors that cannot have their activities
done remotely without a loss of productivity. According to research done by (McKinsey Global Institute,
2020) the finance, management, professional services and information sectors in US have the highest
potential for remote work where most of their activities do not require physical presence and can be done
remotely without losing effectiveness (figure 1).

The potential and the possibility to transact the operations to a virtual environment not only is related
to the sector and also to the advanced economies, where the technology reigns in its role, but most im-
portantly are the productivity challenges that employers have to focus on.

Figure 1. Sectors with potential share of time working remotely by sector in US
(McKinsey Global Institute, 2020)

Potential share of time spent working M Effective potential (no productivity loss) M Theoretical maximum
remotely by sector in the United States, %

100%

Finance and insurance _ 76-86

Management | 68-78

Professional, scientific, and technical services _ 62-75
IT and telecommunications _ 58-69

Education | 33-69

Wholesale trade _ 41-52

Real estate _ 32-44

Government and administrative support _ 31-42
utilities || GG 31-37

Arts, entertainment, and recreation _ 19-32
Healthcare and social assistance _ 20-29
Retail trade [ NN 18-28

mining | N A REREEER 19-25

Manufacturing | A AN NEREEID 19-23

Transportation and warehousing _ 18-22
Construction — 15-20

Accommodation and food services - 8-9
Agriculture - 7-8

Tota! [ 29-39

Even with the best technology implemented to stay connected, like Skype, Microsoft Teams or Zoom,
and considering the work from home opportunities, these new structures of work needs to be adapt to
the people, being imperative recognize their needs, prioritize communication to know their concerns
and adjust the model in order to keep their motivation and boost their productivity.
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Mark Read, Chief Executive Office of WPP - the world’s biggest advertising agency, announced that
the returning to the office is voluntary, taking into account individual situations, and decisions are being
made in consultation with local leadership (Read, 2020). They adopted a number of measures design to
respond to the new challenge of the world, focus not only on the company but also on their employees.

“While I am concerned about the wellbeing of our people, I am confident in the future of WPP” (Read,
2020)

The WPP Board and Executive Committee took a voluntary 20% cut in their fees or salary for an initial
period of three months and further actions where consider in order to mitigate the impact on cash flow.
The new structure of work that the pandemic forced WPP not only made the Company more resilient
and more future-facing but also created as Mark Read affirms, a “much simpler structure that is easier
for clients to navigate and easier for us to manage” (Read, 2020).

InVision a digital product company, with people in more than 25 countries around the world, is
centered on remote culture with a set of collaboration tools to build strong lines of communication that
never was experience before in in-house. Jennifer Aldrich, employee of InVision announced in 2019 that
the company have a “cultural centered on happiness” with an official Director of Employee Happiness,
certified life coach to support the team members and leaders in the company (Aldrich, 2019).

Additionally, InVision have annual compensation reviews to balance and ensure equal pay between
team members, with special attention to gender and ethnicity. This strategy proved to be a very valued
factor for their employees in the remote culture with the reference that these measures created stronger
connections between the team members that what was experienced in the traditional offices.

“For a remote company, maintaining positive company culture is especially imperative.” (Aldrich, 2019)

The WFH is now a flexible strategy of the new normal that should be adjustable to the organization
and planned accordingly to the business needs, taking in consideration how much of the work can be
done remotely and how to operate safety without a loss of productivity. This also requires a clear view
of employees needs and generates the need to create policies to support not only the business but also
their workers.

The trend of remote work intends to grow with new challenges for the organizations and especially
to their leaders. The need to adopt new ways of communication and production is imperative in order to
minimize losses, addressing the remote work as an opportunity for the business and a way to adapt and
improve the motivation of their employees.

COMMUNICATION AND LEADERSHIP

“Interactions between leaders and teams provide an essential locus for creating the social cohesion
and the unified hybrid virtual culture that organizations need in the next normal.” (McKinsey Global
Institute, 2020)

In a world where everyone is isolated and the only contact that we have is through digital platforms, the

management and the leadership are now a critical factor to boost their employees and ensure efficiency
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and motivation on a daily basis. Now, is not only about having better control of what is happening and
how their employees are responding to their customers. The remote work highlights the need for trust
and challenges the management to enforce and create communication priorities where questions like
“How are you?” and “How are you feeling?” becomes crucial for their employees.

Think about how the information flow in the traditional office: the way we talk to each other and
the way we move and express gives us a greatest amount of information in a short period of time. Now
make a switch to the virtual environment, where in some cases, only the voice is used to express and
communicate and the interaction is planned using meetings and scheduled calls to stay “in touch”.

According to a study made by (Bohns, 2017), an associate professor of Organizational Behavior at
the ILR School at Cornell University, the communication face-to-face is “34 times more effective than
emailed ones”. Nowadays, the video meetings become the new face-to-face that the leadership can use
and encourage their workers to do the same for a better understand of their needs and promote honest
and consistent communication.

With this in mind, managers have now to communicate differently and embrace new behaviors with
their teams to facilitate team cohesion and minimize the impacts of physical distance and dispersion. As
mentioned by Michael Jenkins in (EngageRocket, 2020), CEO of Expert Humans, HR Thought Leader,
“Some middle managers may well have struggled to provide their people with the support they might
have needed — as the middle managers themselves are ‘learning by doing’.”

In a world where companies tend to have a better control of their outcomes, the unexpected becomes
more unsafe to their plans and it will always be something inevitable that companies have to deal with.
In this context, the flexibility becomes a key to adapt and try new methods of work, respond to market
changes with success and learn to maximize which opportunity to their benefit.

EngageRocket, an Asian leader in employee engagement analytics that helps leaders and organiza-
tions make better people decisions, collected 880.000 survey responses from organizations of a large
range of industries in order to study the impacts of the WFH paradigm and better understand employee’s
challenges. This study revealed that “manager support has a “high” to “very high” impact on employee
loyalty, particularly through clear and regular feedback™ (figure 2).

Figure 2. Communication and care to strengthen engagement
(EngageRocket, 2020)

Organisational Organisational Support:

Qe .dr . .

<% Manager support @ Support: Care % Communication
Impact on eNPS: @ High Impact on eNPS: @ High Impact on eNPS: @ Very high
Question score:  3.95/5 Question score:  4.25/5 Question score:  4.31/5

feedback on ho Il | do m: during urrent COVID l n juring this COVID-1

The new normal not only changes the way the information flows and accelerates the use of technolo-
gies but also brings the relevance of mental wellbeing to build resilience and set up the necessary digital
bridge of the physical workspaces forced by the new challenge of the world. According to Peck Kem
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Low, Chief HR Officer and Advisor, leaders are the bridge that can “make this path easier for their teams
by embracing change and better preparing for the future” (EngageRocket, 2020).

Organizations are creating new strategies and implementing programs like career counselling, coach-
ing, regular check-ins or mental wellness to better understand employee’s needs, reduce negativity, keep
teams together and boost productivity. In parallel, new solutions are arising in the market to monitor
work, support the management and increase profitability.

The Bank of Ireland, along with a “Career Development Program” designed to promote professional
wellbeing, provided to their employees a “Colleague Wellbeing App” and created new initiatives as
“You as a Manager” program and a pilot Female Leadership Program, “Rise” (Bank of Ireland, 2021)
to improve engagement and employee health.

Wipro, an Indian multinational corporation of information technologies, makes use of the technology
such as automation (RPA), artificial intelligence (AI) and augmented reality (AR) to transform the new
normal not only in caring for their employees but also for investment in the health and wellness industry,
following areas that according to (Damani & Khaira, 2020) intend to emerge, namely:

e  Analysis of Behavioral Patterns, used to suggest measures to managers related to employee’s
well-being profile and performance;

e  Sentiment Analysis, used to analyze the context of replies given by the employees and alert
Counselors, HR stakeholders, and line managers;

o Interest Profiling, used to study the different types of personas in the organization and their social
behavior, tracking possible changes and alert the right stakeholders;

o  Facial Expressions & Speech Analysis, used to analyze individual feelings like anxious or stress.

It is important to highlight that the wellbeing of employees and organizations is not a recent interven-
tion to take into consideration but quite the opposite. A definition of mental wellbeing used by National
Institute for Health and Clinical Excellence (NICE, 2009) is “Mental wellbeing is a dynamic state in
which the individual is able to develop their potential, work productively and creatively, build strong and
positive relationships with others and contribute to their community. It is enhanced when an individual
is able to fulfil their personal and social goals and achieve a sense of purpose in society”

COVID-19 pandemic enforced the evidence of the effectiveness and the impact of leadership and
communication in the wellbeing of employees and organizations, bringing an excellent opportunity to
upgrade ourselves and use a critical resource directly related to success and within reach of all.

FOUR WAYS TO STAY CONNECTED

In an organization context, the technology never was so crucial to break the physical distance, manage
and monitor work and empower productivity. When we talk about “connectivity”, the first think we
can think of is the use of digital platforms to interact and talk with each other like Skype for Business,
Microsoft Teams or even Zoom to share and discuss our work.

However, connectivity can be more than one call or regular meetings to clear goals and assign tasks.
The globalization and the COVID-19 pandemic raised new ways to collaborate and build strong bonds
of trust with the customers and the employees, emerging in the market new solutions to help organiza-
tions synchronize team works and increase profitability in what we call the new normal. Today, effective
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connectivity can be the key to a more flexible and agile business and the secret ingredient to benefit with
the best work of the employees and a more productive and happy working environment.

Even before we had the concepts of machine learning or advance analytics in a world flooded by a
wave by information, the famous designer Charles Eames mentioned that “Eventually everything con-
nects - people, ideas, objects. The quality of the connections is the key to quality per se”.

e  Project Management Tools

Tools to mitigate the challenges of Working from Home trend and improve remote team collabora-
tion are a new strategy implemented by the organizations to stay nearly of their employees work and
quickly updated.

Weekdone, a tool dedicated to periodic planning and track the activities for the week, update progress
and provide/receive feedback and recognition. It is possible to integrate the progress with external tools
like JIRA software or Google Task and provide leaders a better understanding of what problems their
teams are facing, while users can see and track all the activities of each team member.

Time Doctor, a tool design not only to help the business but also to help their employees to be more
efficient and avoid distractions with alerts that detects when the user is inactive or when it detects non-
work related activities for a long period during working hours. With a range of functionalities, it enables
to track the time spent on each project, client or task including easy-to-read summary reports and also
with the possibility to integrate external tools to interact with Time Doctor.

e  Monitor Wellbeing

As mentioned, wellbeing programs are also the new approach for the organizations to mitigate the
impacts of the WFH paradigm and improve employee health. This strategy helps the management build
strong relationships with their employees, support team members and create strong bonds of trust and
loyalty.

Some approaches are for example sharing and promoting guidelines/suggestions of good practices
in the WFH context, adjusted to the business time gaps and responsibilities within the organization.
Considering some examples that highlights the importance to keep a routine and set a clear definition of
the goals of each meeting to improve effectiveness and promote efficiency, incorporate breaks to recover
and/or schedule meeting only during the work hours.

Create forms/communities to share common activities related for example to physical exercise or
cooking that brings employees together in a non-work related context and helps to build relationships
and meet new people that they could meeting in the traditional office in a simple coffee or lunch time.

These are simple and “small” interactions of the management to share awareness and recognition of
the wellbeing of their employees, creating an indirect connection with emotional support.

e  Create Informal and Social Interactions
The core of the organization culture are associated to the relationships between team members that

are not only work related but also establish by the casual conversions about work or personal topics.
The casual conversions also helps to build integration, promoting collaborative work and team spirit.
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When switch to the work from home context, the casual conversions are typically lost when our coffee
machine zone is our home and our “office hauls” are now empty. In this context, the organizations need
to recreate these shared areas in the virtual environment and support casual interactions.

We can think about the creation of informal meetings to join team members or groups where the idea
is to promote the casual interactions lost by the remote work. Set up a 10 minutes break for a coffee in
the morning or a 30 minutes call by the end of the week to relax with a bear after a full week of work.

Additionally, organizations can implement initiatives to create shared knowledge meetings in order to
improve outcomes, reduce costs by empowering the employees and promote closer collaborations between
the teams. This enables also the creation of network in the organization and helps the team members
to get the right information to the right people when facing challenges out of their field of knowledge.

° Dedicate Time for Feedback

Feedback proof to be one powerful strategy to maintain the effectiveness of leadership and mitigate
the impact of the pandemic. It helps not only the management to understand the positive and negative
reviews of their employees but also helps workers to improve and get a clear view about their perfor-
mance on a daily basis.

The new normal upgrades the feedback strategy, adding a new approach that requires not only a formal
feedback directed to the business goals but also an informal structure with a support policy to share our
feelings, needs and concerns around the new ways to work and operate.

With this in mind, individual needs have to be addressed by the management and take in consider-
ation when adopting a remote work operation. Regular feedback can also provide the ability to adapt
and respond quickly to the business and individual needs, promote the integration and build strong
relationships between the team members and their leader.

HYBRID MODEL

Organizations have already experienced the combination with the work from the office with the work
from home, what is called the Hybrid model, and are now open to adopt and implement the benefits of
this structure, starting to think about the longer term and decide the best way to structure work com-
munication as well as physical presence required.

Kissflow, a global Software as a Service product company, start to elaborate a feedback exercise with
their teams to express the advantages and disadvantages of the WFH that they experience during the
lockdown. Based on that feedback, Kissflow created the REMOTE+ for their employees, an “industry-
first work model for the After-COVID era” that combines the work from anywhere with work in-office,
given the freedom to their teams to decide and explore the benefits of the hybrid model (Kissflow, 2020).

According to a research made by Hibob (Hi bob Inc., n.d.), a people management platform that helps
companies to understand the work structures and take the best of their employees, four types of hybrid
models can be adopt, namely:

° Week-by-Week: this model switches the WFH and the work from the office (WFO) on a weekly

basis, which means that employees can opt to work side-by-side during a week and work from
home in the next one, according to their needs.
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e  Split-Week: this model splits the week to give the possibility to WFH and WFO. It especially
directed to companies that need to meet on a weekly basis and enables managers to stay in touch
with their teams with face-to-face group meetings.

e  Shift Work: using this model, employees work in shift, which means that they can WFH and
WEFO on the same day. For example, working in home during the morning and working in the of-
fice in the afternoon to meet the team face-to-face.

e  At-Will: this model gives 100% freedom to their employees to adopt the best work structure on
any given day. It brings a range of benefits for those who do not need meet people frequently on a
daily basis and needs a quiet place to work.

Figure 3. Hybrid, WFH and WFO arrangements
(Hi bob Inc., n.d.)

42%
37%
Week-by-week
model
Shift
work model
21%

The split-
week model
The at-will
model

Hybrid WFH only WFO only

In order to understand the relevance of the Hybrid models to the business and their employees, Hibob
surveyed 1,000 UK-based companies across all industries that had full-time employees and were chal-
lenged by the lockdown to adopt the remote work. According to this study, 42% of the UK employees
were working according to a hybrid framework where the shift work and split-week were the models
more adopted after the lockdown. Additionally, they also concluded that at-will model was more ap-
preciated by the employees, given the trust and the flexibility to do their jobs with more support from
the leadership when compared to in-office structures.

Hybrid models challenges the organizations with the use of technology to innovate and restructure
their own network according to the business and workers needs. This new wave accelerated by the pan-
demic claim to persist as a new way of working which brings benefits not only to organizations but also
to their employees with the freedom and autonomy provided by this model and the gain of confidence
that improves their productivity.
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CONCLUSION

In a world where the COVID-19 does not choose sectors or the profit level of a company, redefining the
information system becomes imperative by just being part of this new world and the technology is used
as the best ally to adapt and become continually more prosperous.

The remote work increases in order to survive to the unexpected and the effective communication
between the management and leadership becomes imperative to boost productivity and morale in the
process. The success is not only about the planning and the budged but specially related to authentic
communication and by embracing flexibility.

In the business perspective, new industries in the field of natural language processing and artificial
intelligence intend to emerge for example analyze behavior patterns, study different types of profiling
or sentiment analysis tasks to extract and monitor subjective information for a better management and
performance.

In the organization context, different ways to stay connect and collaborate were adopted to better
meet individual and business needs. Build productive relationships by adopting intensive models of
feedback and/or monitor wellbeing enables to build trust and security for the business and to retain their
employees. New ways to manage the teams work and promote integration through informal and social
interactions are used to increased productivity, creativity and keep employee engagement.

To summarize, we are now able to talk and implement the hybrid models where virtual workspaces
are a commonplace and the companies can adapt their structure to reduce cost, create a balance between
remote and office work and increase probability. Organizations can have a plan about which days they
attend to work from home, managing by week or month and including business and individual needs.

What we thought was not a possible scenario to adapt in the organizations’ structure is currently a
new model that is considered to drive business and obtain productive gains. The new reality generated
by the pandemic creates a different way to awake and clarify that what determinates the best structure of
information systems is not only the technology involved but especially the management and the people
who are part of the system.
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ABSTRACT

This chapter seeks to explore the key strategic change lessons organizations can learn ahead of imple-
menting digital transformation initiatives. The chapter will review the digital transformation literature
and associated challenges organizations are confronted with in implementing large-scale information
systems-enabled change. Key enterprise system lessons are taken from implementation, where the McKinsey
7-S framework is introduced as a lens to support organizations adopting digital transformation. Critical
success factors are identified that seek to provide leaders with a more holistic arsenal when leading
digital transformation initiatives. The chapter concludes with reflections for the strategic change field.

INTRODUCTION

This chapter seeks to explore the key strategic change lessons organizations can learn ahead of imple-
menting digital transformation initiatives. The chapter begins by reviewing the literature and the key
technologies associated with digital transformation. The chapter then introduces the challenges organi-
zations are confronted with in implementing large-scale information systems-enabled change. With a
view to overcoming these challenges, the chapter will introduce the key lessons learned from the imple-
mentation of enterprise-wide systems, where the McKinsey 7-S framework is introduced as a lens to
support organizations adopting digital transformation. Critical success factors are identified that seek to
provide leaders with a more holistic arsenal when leading digital transformation initiatives. The chapter
concludes with reflections for the strategic change field.
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TOWARDS DIGITAL TRANSFORMATION

To explore the rise of digital transformation within work organizations, it is firstly important to review
the evolution of information systems (IS). According to Porter & Millar (1985) and Porter & Hepplemann
(2014), there have been three waves of evolution associated with IS-driven competition. The first wave
occurred between the 1960s and late 1980s, where organisations sought to improve operational effective-
ness by automating information-based processes, or as Somogyi and Galliers noted ‘early commercial
computers were used mainly to automate the routine clerical work of large administrative departments’
(1987: 30). Early computer systems were based on centralised stand-alone machines, which were used
principally for data processing. The advent of such databases and more sophisticated and powerful
mainframe computers during this era gave rise to the idea of developing corporate databases in order
to supply management with information about the business (Somogyi and Galliers, 1987). Initially,
centralised information systems from the 1960s and 1970s were deployed by organisations to assist in
single application functionality, such as manufacturing or accounting systems. However, from the 1980s
onwards, added pressures to deliver greater strategic and competitive advantages meant that typical
business applications had grown exponentially' (Slee and Slovin, 1997). What started out as ‘islands of
automation’ (McKenney and McFarlan, 1982), i.e., applications running separately from each other, by
the 1980s these were often put into a single system in order to manage and centralise data better. Ac-
cordingly, such centralised databases afforded organisations an opportunity to think more strategically
about information system implementation and the respective ability of leveraging greater organisational
competitive advantage (McFarlan, 1984).

With the development of end user computing, which would assist in disseminating information
throughout the entire enterprise, the 1980s witnessed the emergence of the second wave of IS-driven
competition. Enterprise-wide information systems emerged, from vendors such as SAP, Oracle, Baan,
and JD Edwards, which promised to unite disparate information systems into a single database. As noted
by Loonam et al, ‘enterprise systems are the internal technological hub of the enterprise allowing data
from different business functions, mainly from finance, human resources, logistics, manufacturing, and
sales and marketing to be manipulated and processed by a single software package such as SAP (2018:
186-187). According to Shang & Seddon (2000), Enterprise systems (ES) provide organizations with
a number of benefits, most notably (i) operational, (ii) managerial, (iii) strategic, (iv) IS infrastructure,
and (v) organizational. From an operational perspective, ES facilitate a casual connection between a
visual model of business processes and the software implementation of those processes, and therefore
they ensure a level of integration, data integrity and security, which is not easily achievable with multiple
software platforms (Parr and Shanks, 2000). From a managerial perspective, ES would enable senior
leadership teams to view organizational information more holistically, where data from across all func-
tions and divisions can be revealed in real-time to enable more effective decision-making (Loonam et
al, 2014). From a strategic perspective, ES packages assist in building strategic partnerships and sup-
porting alliances, and according to Kraemmergaard et al, they have the potential to integrate beyond
the organisations own value chain, delivering inter-enterprise integration (2003). This form of integra-
tion allows a single organisation to integrate with customers and suppliers along its value chain and to
other organisations with similar areas of interest thus creating opportunities for competitive advantage.
From an IS infrastructure perspective, ES packages allow organisations to implement an integrated IS
plan. In other words, the ES package rids the firm of old legacy systems, unstable IS architectures, and
expenditure related to maintenance of these systems. Finally, from an organizational perspective, ES
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implementations allow organizations to adapt more enterprise-oriented change visions, supporting a
more transparent and data-centric culture.

The third wave of IS-driven competition began in the mid 2000s as organizations increasingly looked
to digital technologies to transform their offerings. This has given rise to the era of Digital Transfor-
mation (DT). Westerman et al, describe digital transformation ‘as the use of technology to radically
improve performance or reach of enterprises’ (2014). Research by the authors, which “surveyed 391
large companies with revenues of $500 million or more across 30 countries, found that organizations
with successful digital strategies were 26% more profitable than their industry peers and generated 9%
higher revenue from their physical assets (2014, 17-18). Hess et al, advance our understanding of DT,
viewing it ‘as being concerned with the changes digital technologies can bring about in a company’s
business model, which result in changed products or organizational structures or in the automation of
processes’ (2016). Central to our understanding of DT is the significant structural, process, system, and
cultural organization-wide changes associated with implementation. Such profound changes are felt both
inside and outside the organization, where DT not only transforms business activities with reassess the
very essence of value capture and creation and as such afford the formation of new business models
and strategic opportunities. In essence, this is the key difference between second wave and third wave
IS-driven competition. Second wave change centres primarily on internal transformation whereas third
wave [S-driven competition adopts both an inside-out and an outside-in perspective of strategic think-
ing. This point is furthered by Vial, who from a review of 282 works on digital transformation within
the IS literature, developed a conceptual definition of DT as “a process that aims to improve an entity
by triggering significant changes to its properties through combinations of information, computing,
communication, and connectivity technologies” (2019: 118).

In order to fully appreciate the transformational potential associated with DT initiatives, it is important
to explore the range of information systems that are engaged during implementation. Sebastian et al,
refer to these digital technologies with the acronym SMACIT (which stands for social, mobile, analyt-
ics, cloud and the Internet of Things [IoT]) (2017: 197). Figure 1 below seeks to illustrate the range of
technologies involved in the delivery of digital transformation. The figure depicts an enterprise system
in the centre with the surrounding SMACIT technologies. The enterprise system acts as an operational
backbone, where all internal organizational data is integrated into a single database. The SMACIT tech-
nologies are able to leverage off the enterprise system, where each technology can align and integrate
its data to the operational core of the organization. For example, the combination of social media tools,
for example, Facebook, mobile computer applications, for example, smartphones and tablets, and vir-
tual data analytics and cloud computing, referred to as Enterprise Social Systems (Kumar et al, 2016),
can provide organizations with a new stream of data and insights into how their customers perceive
respective products and service offerings and how the organization can improve to build more endur-
ing relationships with customers and prospective customers and help to leverage greater organizational
value. As Westerman et al note, ‘the successful introduction of ESS technologies allows organizations
to create new forms of value by transforming their entire customer experience, exploiting greater value
from organizational operations, and creating new business models that reconfigure value chains and
offer new competitive advantages’ (2014).

Perhaps the most significant technological development to enable digital transformation has been the
growth and performance of both analytic and cloud computing capabilities. For decades, organizations
struggled with two key computing challenges, namely how to continue to store large volumes of data and
process it in real time. In recent years significant improvement to big data and cloud computing systems
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has resolved these challenges and given rise to an era of smart connected products (also referred to as
The Internet of Things) (Porter & Hepplemann, 2014). As the authors note, “Information Technology
(IT) is becoming an integral part of the product itself. Embedded sensors, processors, software, and
connectivity in products (in effect, computers are being put inside products), coupled with a product
cloud in which product data is stored and analyzed and some applications are run, are driving dramatic
improvements in product functionality and performance” (Porter & Hepplemann, 2014: 67). By deploying
a suite of digital technologies conventional product manufacturers are able to digitize their offerings and
accordingly devise new value creating opportunities. Digitized products keep the manufacturer closer to
customers, allow design to feed modifications into product development faster, which in turn fosters new
layers of innovation and potential new product offerings. Central to reshaping how organizations deliver
their respective product and service offerings is the emerging role data will play in shaping strategy.
As Porter & Hepplemann note, “to create products and get them to customers, manufacturers perform
a wide range of activities, which generally take place in a standard set of functional units: research and
development (or engineering), I'T, manufacturing, logistics, marketing, sales, after- sale service, human
resources, procurement, and finance. The new capabilities of smart, connected products alter every
activity in this value chain. At the core of what is reshaping the value chain is data” (2015: 99). As a
consequence, the most significant opportunity for organizations in implementing digital transformation
initiatives, resides in how product-centric organizations can start to focus on service offerings as a result
of new data insights. Such insights have significant strategic implications for conventional organizations,
offering new growth opportunities, business models, and product innovations.

Figure 1. Technologies used for digital transformation
(Author, 2021)
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AN ORGANIZATIONAL DILEMMA-DIFFERING
PERSPECTIVES OF INFORMATION SYSTEMS

According to a McKinsey survey, the author estimates “that by 2025 IoT will have a potential total eco-
nomic impact of as much as $11.1 trillion per year. In fact, IoT will be the biggest source of value of all
disruptive technologies, ahead of mobile Internet, knowledge-work automation, cloud computing, and
advanced robotics” (Menard, 2017: 32). Yet, as pointed out by Loonam et al, “many organizations have
struggled with the emergence of digital technologies and the respective transformation initiatives required
by organizations” (2018: 102). A historical tour of the IS literature reveals the enduring dilemma for
organizations involved in the introduction of new technologies. According to Markus and Benjamin, in
their seminal article on IT-enabled change, the authors note that “it is widely known that many large-scale
change management projects involving new information technology (IT) fail” (1997:55). More specifi-
cally, Iveroth notes that “as much as 70 percent of IT-enabled change projects fail” (2010: 136). Central
to this challenge is the differing perspectives held by organizations in implementing information systems.

This chapter identifies three different perspectives as to how [S-enables change within organizations,
theseinclude; (i) the technological determinism, (ii) the organisational imperative and (iii) socio-technical
interactionism. Technological determinism is used by Campbell (1996), but it is also referred to as the
‘technology imperative’ (Markus and Robey, 1988) and the ‘determinist’ perspective (Symons, 1991).
This perspective of information systems is imbued with the sense that technology is intrinsically good
and in turn will affect the organisation positively. Implementation is used to mean the actual installa-
tion of IS applications into the organisation, focusing entirely on the technical aspects of IS (Gintzberg,
1981). This perspective views organisations as ‘machines’, where human behaviour is highly predictable
and determined by clearly defined rules (Morgan, 1997). Consequently, the introduction of new technol-
ogy does not pose any problems as long as these rules are adhered to. The technological deterministic
perspective is dominated by an engineering worldview (Keen and Scott Morton, 1978). Implementation
is regarded as a straight forward task where the human and the organisational components are given
little priority in relation to the machines and the methods for making the transition from manual tasks to
automated tasks (Orlikowski and Baroudi, 1991). As human behaviour is predictable and organisations
can be structured to accommodate new technology, implementation is just the final stage in the techni-
cal process of getting the technology to work. However, technological determinism has been criticised
due to its strong bias towards technology and lack of attention to the human and organisational issues
demanded from IS implementations. Consequently, other perspectives have emerged, most notably the
organisational imperative and socio-technical interactionism perspectives, which seek to address the
deficits of a technological deterministic bias.

The second perspective, referred to as the organisational imperative, adopts a top-down approach to
implementation, which began with the rise of the strategic management school from Harvard (Chan-
dler, 1962). The label ‘organisational imperative’ was created by Markus and Robey (1988), but this
perspective has also been labelled the ‘systems perspective’ (Symons, 1991), or ‘managerial rational-
ism’ (Campbell, 1996). It is referred to as a top-down approach because implementation begins at the
strategic level and works its way down the organisation. The basic assumption about this perspective is
that through strategic planning all organisations will be effective and efficient. Invariably, this perspec-
tive relies on organisational engineering through strategy, structure, and systems. IS implementation
is, therefore, planned at a strategic level and then filtered down through the organisation using specific

60

printed on 2/9/2023 12:37 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

Towards Digital Transformation

structures and systems. Such an approach to implementation is envisaged to lead to greater organisational
competitive advantage.

The final perspective, referred to as socio-technical interactionism, adopts a bottom-up approach to IS
implementation. The socio-technical perspective, which was first proposed by Emery and Trist in 1965,
places an emphasis on the necessity of attending to the social structuring of work groups to maximise
the fit between technology and human systems (2005). In other words, ‘what occurs within the group is
somewhat determined by the technology, but the persons within the group have some agency of choice
with the constraints that are imposed by the technology’ (Clegg et al, 1996: 365). Laudon and Laudon
note that ‘in a socio-technical perspective, the performance of a system is optimised when both the
technology and the organisation mutually adjust to one another until a satisfactory fit is obtained’ (2002:
15). This means that technology must be changed and designed in such a way as to fit organisational
and individual needs. Similarly, organisations and individuals must also be changed through training,
learning, and planned organisational change in order to facilitate the operation and prosperity of the
technology (Laudon & Laudon, 2015).

The socio-technical perspective provided the first real evidence that IS implementation involved
more than just a technological deterministic approach (Mumford, 1996). Instead, implementations
would need to pay attention to the organisational and human aspects involved in applying information
systems to the workplace. While the ‘technology determinism’ perspective focused on machines and the
‘organisational imperative’ perspective recognised the importance of developing a strategic approach
to implementation, the socio-technical perspective focused more on the people within the organisation
and their interaction to the machines. As Iveroth noted, “managers often think that IT will take care
of itself once it is implemented. What they tend to forget, however, is that IT is intimately interlinked
with the organization and the way people go about their daily work. As a result, successful IT-enabled
change implies managing both the IT itself and its social and organizational implications” (2010: 136).
Similarly, digital transformations typically require large-scale change, owing to the scale and scope of
implementations. Accordingly, organizations conducting such implementations will need to be cognisant
of the socio-technical demands from digital technologies.

LEARNING LESSONS FROM ES TRANSFORMATIONS

As noted in figure one above, in order for organizations to implement digital technologies successfully,
an enterprise system typically resides at the operational core that supports data integration between
and across all systems. Therefore, this chapter seeks to take lessons learned from previous large-scale
Enterprise System (ES) transformations, which were notable for their implementation scale and scope,
and apply to the introduction of digital technologies into organizations. Specifically, the chapter will
focus the discussion on the pre-implementation phase where the organization is preparing for digital
transformation configuration. Such configuration involves assessing an organizations’ ability to change,
“a well-known means of considering this is the McKinsey 7-S framework, which highlights the im-
portance of fit between strategy, structure, systems, staff, style, skills and superordinate goals™ (also
referred to as shared values) (Waterman et al, 1980: 14-cited in Johnson et al, 2018). Lessons from ES
transformations are taken from the critical success factors (CSF) required to successfully implement
such change initiatives. Loonam et al (2018), from a review of the literature, identified 34 CSFs for ES
implementation, which are adapted to each element of the McKinsey 7-S framework to support assessing
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an organizations readiness for change (see Figure 2 below). A review of the literature further extends
CSFs for digital transformation initiatives to the framework.

Figure 2. McKinsey 7-S Framework and digital transformation critical success factors
Adapted from Waterman et al, 1980 and Loonam et al, 2018
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A central tenet of the McKinsey 7-S framework is how all elements carry equal weighting in terms
of organizational attention and consequently management support in ensuring effective fit and alignment
between each element. Each element of the framework will be discussed in order to advance discussion
on the key CSFs for digital transformation initiatives.

1. Strategy: ES implementations focus on attaining a clear organizational vision, measurable goals
and objectives, strategic alignment between the system and the business, and an implementation
strategy that is supported with dedicated resources to change activities. These CSFs reflect the
scale and scope of such transformation projects, where ES tends to influence every aspect of the
organization and its respective processes, systems, structures, and indeed culture. Central to effec-
tive strategic thinking for such transformations is the importance of aligning the ‘organization’ to
the ‘system’. This concept of IS and business strategy alignment has remained an enduring topic
within the literature, with Reich and Benbasat noting that ‘the establishment of strong alignment
between information systems and organisational objectives has consistently been reported as one
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of the key concerns of IS managers’ (2000: 81). Yet, the DT literature suggests a different approach
for ensuring successful transformation. As many digital transformations create new value proposi-
tions, in particular for product-centric organizations moving to service-centric opportunities, there
is significant scope to involve platforms to increase value network. Platform strategies promise
to move the organization away from traditional ‘make one, sell one’ business models and support
the introduction of networking ecosystems, where co-opetition becomes a key strategic approach.
Parker et al, refer to this traditional approach to business as a ‘pipeline’, where organizations ‘em-
ploy a step-by-step arrangement for creating and transferring value, with producers at one end and
consumers at the other’ (2017: 6-7). Therefore, for strategists, capturing value becomes less about
linear value chain thinking, with greater emphasis placed on creating new value opportunities
across the platform. To support such value creating opportunities, Bharadwaj et al, call for a move
beyond strategic alignment of organizational strategy and IS strategy and towards greater fusion
for a ‘digital business strategy’ (2013). The authors believe that the pervasiveness and ubiquity of
digital across, and beyond, the organization needs to move past a separate view of IS and business
strategy and create a synergy between both perspectives.

Structure: The ES literature notes the importance of organizational structure in aligning to process
and system changes. Understanding organizational structure allows ES initiatives to judge the scale
and scope of change required, the levels of management and the respective roles and responsibilities
throughout. The literature tells us that cross-functional collaboration is important for the introduction
of digital technologies in order to support transformation. Lorsch and Lawrence note that “every
organizational structure must combine two basic elements: differentiation and integration. Dissimilar
tasks, such as sales and engineering, need to be ‘differentiated’, or organized into distinct units. At
the same time, the activities of those separate units need to be ‘integrated’ to coordinate and align
them” (cited in Porter & Hepplemann, 2015: 108). Therefore, cross-functional collaboration has
been key to effective organizational structuring. Yet, Porter and Hepplemann remind us that with the
emergence of ‘smart, connected products’, the classic approach to organizational structure breaks
down. “The need to coordinate across product design, cloud operation, service improvement, and
customer engagement is continuous and never ends” Therefore, the authors recommend ‘a new
functional unit focused on data management’ (2015: 108-109). The inclusion of a new unit to the
organizational structure portfolioillustrates the enormity of task for leaders of digital transformation.
However, the classic approach to cross-functional collaboration and organizational restructuring
will not be sufficient in embracing digital and embedding data at the centre of the organization.
Systems: From an ES perspective, ‘systems’ refers to the technical nature of initiatives. The literature
focuses on three broad issues when focusing on technical prerequisites for ES implementation, namely
(i) data and its quality, reliability and troubleshooting capacity, (ii) legacy systems and the necessary
IT infrastructures and software configurations required, and (iii) business process reengineering
and the level of organizational customization and vendor support required. From a DT perspective,
the primary areas for attention include (i) extracting effective data from SMACIT technologies and
(i1) building a new IT Infrastructure that can align legacy IT systems and the emerging nature of
SMACIT technologies. Similar to ES initiatives, digital transformations will need to ensure systems
are in place that can harvest and interpret emerging data. While ES implementations tended to
focus internally capturing organization-wide data, SMACIT technologies are externally oriented.
The development of technology platforms can support multi-system and multi-data interaction
and allow for more effective storage, processing, and analysis. The second key critical success
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factor for DT initiatives, is to focus on building a new approach to IT infrastructure that integrated
the organizations operational core and digital technologies. Porter and Hepplemann refer to this
as a “technology stack, made up of multiple layers, including new product hardware, embedded
software, connectivity, a product cloud consisting of software running on remote servers, a suite of
security tools, a gateway for external information sources, and integration with enterprise business
systems” (2015: 101). It is critical for digital transformation that the technology infrastructure is
integrated to the operational core, otherwise value creating opportunities are unlikely to be yielded
by the organization. From a McKinsey 7-S ‘systems’ perspective, a successful IT infrastructure
will integrate internal organizational data into a single database and harness, process, and analyse
externally created data to support future planning and innovation, improve product performance
and growth.

Style: Within the McKinsey 7-S framework, ‘style’ “refers to the leadership style of top manag-
ers in an organization” (Johnson et al,2018: 218). From an ES transformation perspective, top
management support and effective steering committees were viewed as critical factors, where the
large-scale nature of these projects would require organization-wide cultural change for ensuring
successful implementation. Equally, the large-scale and disruptive nature of digital transforma-
tion requires leaders that can cultivate a digital mindset to permeate the organizational culture. As
Vial notes, “organizational leaders must work to ensure that their organizations develop a digital
mindset while being capable of responding to the disruptions associated with the use of digital
technologies” (2019: 129). Due to the enormity of the leadership task, organizations can develop a
shared digital space (steering committee) across the strategic leadership team, as conducted for ES
transformations. While such a process would support the digital champion it also supports respective
functional-level leaders to share emerging challenges and unite as a team in overcoming obstacles.
Porter and Hepplemann call such engagement a ‘cross business-unit steering committee’, where
“thought leaders across the various business units, who champion opportunities, share expertise,
and facilitate collaboration” (2015: 112). Another approach for escalating the importance of digital
transformation is with the creation of a new leadership role. Vial emphasises that “the creation of
a chief digital officer (CDO) position signals the strategic nature of DT for the entire organization.
CDOs are tasked to ensure that digital technologies are properly leveraged and aligned with the
objectives of the organization” (2019: 129). Similarly, Rickards et al, note that the CDO is now a
‘transformer in chief’, whose responsibilities include (i) making digital integral to the strategy, (ii)
deepening customer relationships, (iii) building a digital mindset into operational processes, (iv)
extend networks both inside and outside the organization, and (v) ability to execute on plans and
‘get stuff done’ (2015). Clearly, effective leadership that appreciates the transformational capacity
of digital technologies will be a critical success factor for implementing organizations.

Skills: Within the framework ‘skills’ refers as much to organizational level capabilities as it does
to individual skills. As Johnson et al, note “the concept of capabilities here raises not only staff
skills but also issues to do with how these skills are embedded in and captured by the organization
as a whole” (2018: 218). ES transformations offer organizations an opportunity to reflect on key
skills and capabilities that are required to successfully implement change, for example, (i) project
management skills, (ii) fostering effective relationships with external consultants, vendors and
stakeholders, and (iii) the skills of assessing and evaluating operational efficiency and implemen-
tation effectiveness. These skills and capabilities are organization-centric, they focus on project,
system, and process change. A review of the DT literature reveals a different suite of required skills
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and capabilities for implementing organizations. Specifically, the importance of data is revealed,
where organizations can leverage data-driven algorithmic decision-making to leverage competitive
advantage (Giinther et al., 2017) and foster new value propositions. As noted by Loonam et al, “as
organizations increasingly view information as one of their most valuable assets, which supports
the creation and distribution of their products and services, information security will be an integral
part of the design and operation of organizational business processes (2020: 1). The authors go on
to reveal that as organizations rely increasingly on data for attaining competitive advantage, ‘cyber
resiliency’ will become a key strategic capability of DT transformations. Organizations need to
protect their data reservoirs from cyber threats and attacks, and ensure their most valuable strate-
gic asset is not compromised or suffers from loss of trust among organizational stakeholders and
customers. Another key capability will be in creating agile business processes that can work across
different platforms. ES transformations tend to focus on internal business process reconfiguration
and adjustment to suit requisite organization-specific changes. However, DT transformations will
require a more agile business process landscape that can move across organization functions but
equally onto external platforms to allow new value propositions to be fulfilled. Therefore, in re-
configuring business processes to meet the needs of digital transformation, organizations need to
foster agility within process activities and across the value chain.

Staff: This element refers to the people in the organization and their ability to cope with digital
transformation. The ES literature notes a number of critical factors for ensuring staff can support
projectimplementation and organization-wide change, these include (i) employee training and involve-
ment, (ii) ensuring effective project team competence, (iii) measuring team morale and motivation
throughout project implementation, and (iv) ensuring balanced teams are in place with high levels
of ES knowledge and competency. From a digital transformation perspective, the literature notes
that digital literacy is critical amongst employees to foster buy-in and prepare individuals and teams
for new roles and responsibilities. Specifically, with the arrival of new organizational structures to
meet data management needs, teams will need to engage cross-functionally in order to collaborate
and conduct work. Cross-functional collaboration is supported with training and development to
meet the needs of a digital workforce. As Vial notes, “as digital technologies enable new forms of
automation and decision-making processes, questions on the need to develop the skills of existing
workers as well as the skills required for future workers who will form the digital workforce are
also becoming increasingly relevant” (2019: 129).

Shared Values: The final element of the McKinsey 7-S framework is the organizations’ subordinate
goals or shared values. As Johnson et al note, this final element, which is placed in the centre of
the framework, “refers to the overarching goals or purpose of the organisation as a whole, in other
words the mission, vision and objectives that form the organisational purpose” (2018: 219). From
an ES transformation perspective, the organizations shared values must be communicated to align
to the proposed change management programme and support the management of project expecta-
tions. Similarly, the organizations’ DT goals and objectives can play a significant role, where the
benefits of improved financial performance and growth, opportunities for new value propositions,
and the potential for fostering sustained competitive advantage need to be incorporated into shared
values. The transformative nature of digital technologies offers customers an ‘experience’, par-
ticularly for product-centric organizations, therefore organizations will need to ensure this shapes
their ‘purpose’ in applying digital lessons. Finally, but perhaps most significantly when setting
DT goals and objectives, is for the organization to be prepared to embrace change ambidexterity.
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For example, Sebastian et al, found that ambidexterity is founded upon a firm’s ability to main-
tain both an operational backbone as well as a digital services platform (2017-in Vial). As noted
in figure one above, effective digital transformation requires the unison of both operational and
digital technologies, where the programme of change will adopt a ‘dual operating system’ (Kotter,
2012) that combines the ability to exploit existing resources and explore opportunities for digital
innovation (Vial, 2019).

IMPLICATIONS FOR STRATEGIC CHANGE

As illustrated above, the IS literature over the past decades has revealed three different perspectives on
implementation and as a result the corresponding outcomes for organizational change. The ‘technology
deterministic’ perspective, views technology as inherently good, where organizations are viewed as
‘machines’ and where human behaviour is highly predictable and determined by clearly defined rules.
Consequently, senior leadership teams often delegate responsibility for the implementation process to
the IS executive, who typically leads a ‘technology-centric’ approach to implementation. Yet, denied
management attention and skirting organization-wide change issues, it is unlikely for IS initiatives to
be ever significantly transformative. The ‘organizational imperative’ perspective seeks to overcome the
weaknesses of the technology-centric view by adopting a top-down approach to implementation. It is
referred to as a top-down approach because implementation begins at the strategic level and filters its
way down the organisation. The basic assumption about this perspective is that through strategic plan-
ning all organisations will be effective and efficient. Consequently, senior leadership teams support IS
implementations by aligning the IS strategy to the business strategy, where it is expected that successful
implementation will flow down through the organisation. However, one of the core challenges to such an
implementation perspective is that some of the best laid plans are often simply left ‘sitting on shelves’.
The IS executive believes that top management are taking the initiative serious, while top managers feel
they are supporting the initiative by incorporating the IS strategy into the business strategy. However,
plans alone cannot secure successful implementation, action is also required. Mintzberg, for example,
believes that a top-down approach to strategy formulation and implementation simply separates strategy
from implementation and keeps the top management team isolated from the rest of the organisation
(1990). Similarly, such an approach only separates the ‘organization’ from ‘information systems’, thus
resulting in an over-dependence on strategy that is isolated from the organisation. Consequently, calls
have been made for a more collaborative approach to implementation, where both the organisation
and technology aspects of implementation are united. As a result, the ‘socio-technical interactionism’
perspective emerged to fill this gap in practice. This perspective focuses on aligning the organisation
and the technology to suit the people who will be using the new system, i.e. end-users. In other words,
‘the performance of a system is optimised when both the technology and the organisation mutually
adjust to one another until a satisfactory fit is obtained’ (Laudon & Laudon, 2002: 15). However, a core
challenge with this implementation perspective is that it is a bottom-up approach to implementation. In
other words, this perspective is often accused of lacking the top-down direction required to lead trans-
formational level initiatives.

Therefore, the differing perspectives on implementation are often applied in an ad hoc hybrid manner,
where leaders and organizations engage in piecemeal and incremental change rather than going for all
out technological transformational. This is understandable given the enormity of many digital transfor-
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mation programmes, but it can result in poor returns on investment due to project drift or scope creep
that leads to eventual digital ‘fatigue’. Instead, a more balanced and holistic approach to implementation
is called for. Applying the McKinsey 7-S framework to the case of digital transformation will support
leaders in preparing and readying the organization for change, where each element of the framework
is supported with factors deemed critical for successful implementation. The framework also helps to
provide a more balanced view for digital transformation critical success factors, uniting the disparate IS
perspectives of ‘technological determinism’, the ‘organizational imperative’, and the ‘socio-technical’
approaches. The hard ‘S’ elements (structure, strategy, systems) are reflective of the technological de-
terministic perspective, where strategic plans are centrally focused on the technology and maximizing its
functionality to garner efficient and effective organizational advantages. Equally, the soft ‘S’ elements
(skills, staff, style) are similar to the socio-technical perspective, viewing bottom-up engagement from
employees across the organization as a key pillar for embracing a digital culture. The third perspective
of the organizational imperative is similar to the final ‘S’ element (shared values), where a top-down
approach is adopted to inform the organization as to the purpose and vision for digital transformation.

Balogun et al, identify four generic types of strategic change, namely (i) adaptation, (ii) turnaround,
(iii) evolutionary, and (iv) revolutionary (2015). All four approaches to strategic change can fit into two
perspectives when considering the extent of change required by implementing organizations. Typically,
the authors note that change that occurs in line with the organizations current business model and culture
is considered a realignment of strategy, which fits with the ‘adaptation’ and ‘turnaround’ perspectives.
Implementation is carried out to realign the organizations’ strategy, culture, and processes in order to cope
with change. Whereas, change that goes beyond the current business model or culture is transformational
in nature, requiring more ‘evolutionary’ and/or ‘revolutionary’ approaches to implementation. The scale,
magnitude, and complexity of digital initiatives requires transformational change. The McKinsey 7-S
framework reminds organizations to adopt a balanced approach in preparing for change while the critical
success factors provide a holistic arsenal of tools for leading digital transformation.

CONCLUSION

Digital transformation continues to grow in importance for traditional organizations. It offers many tra-
ditional businesses an opportunity to break free from the confines of their respective industry structure
limitations and move towards more value innovative approaches to strategic thinking. By adopting digital
technologies, traditional product-centric organizations can reimagine their offerings, where data insights
foster new service-centric opportunities. Yet, there is a lack of understanding as to the key critical factors
required to successfully implement such digital transformation initiatives. This chapter seeks to bridge
this gap by adapting the McKinsey 7-S framework to support leaders in identifying these success factors.
Due to the high levels of project failure associated with large-scale IS-enabled change, the chapter also
emphasizes the importance of adopting a more holistic approach to strategic change in order to support
leaders in successfully adopting digital transformation.
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ABSTRACT

The objective of this work is, on the one hand, to study the new competitive forms that correspond to the
development of the different markets linked to electronic platforms and social networks on the internet
and, on the other hand, to develop a proposal for social welfare for the positive and negative impacts
produced by the development of these markets. In the first part, the main social and economic changes
inherent to political and social evolution are addressed. The main logical trends of the market are pre-
sented about production and modalities of information appropriation, in particular the new forms of
information asymmetries in the electronic market.

THEME AND SEARCH PROBLEM

Studying the relationships between technologies, social networks, stored data, surveillance, and fun-
damental rights (especially about security and privacy), is something of great relevance to the Social
Sciences. The exploitation of digital capitalism is a reality, based on the knowledge of the behavior of
internet users and digital platforms, their decisions and their privacy (it is not the individual who chooses
whether to share such data or not, which relate to facets of their way of being, which go beyond the con-
scious, penetrating even in the area of desires and attitudes personally unnoticed). Legally, such a study is
relevant because it is focused on forms of social communication and economic generation that challenge
the constitutionally established norms in democracy: respect for private life and contractual adhering.
Every social network, application and/or website that captures data exposes its intentions in electronic
contracts of association so long and complex that it becomes impossible, in normal daily life, to have
sufficient time and knowledge to understand such obligations. This threat to rights is aggravated, the
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fact that technological tools are less and less dispensable for the realization of life in society, economic
/ labor activities, entertainment, etc.

Questions for Debate

1. What will be the impact of social networks on the digital society?
2. What will be the purpose of the data collected by digital platforms?
3. What will be the purpose of the data collected by digital surveillance?

OBJECTIVES AND APPROACH METHODOLOGY

To achieve its objectives, the article was divided into three parts. The first is the description of techno-
logical forms based on personal and behavioral data generated in individuals’ online communications.
The second studies the relationship between the digital economy and the business world, users’ rights,
and their privacy. Finally, the third party seeks to understand how states and private organizations use
electronic data surveillance. As for the nature of the work, it is qualitative, since it does not claim to
quantify anything, nor does it favor statistical study. The theoretical framework of this work was con-
structed through the research technique of the literature review. Its nature is exploratory and its method
of hypothetical-deductive procedure.

FUNDAMENTAL CONCEPTS
Data, Information and Knowledge

Information is not the same as data, although the two words are often confused, so it is understood that
the subtle distinction between these concepts is essential. The data do not convey sense or meaning of the
facts, images, or sounds, since they lack relational elements essential to the establishment of a complete
meaning, lacking an internal relational structure for a cognitive purpose. This structure is one of the
attributes of the information. Data is transformed into information when its creator adds meaning to it
Davenport and Prusak (1998). Wiliam G. Zikmund (2000, p.19) defines knowledge as “the mixture of
information, experience and understanding that provide a structure that can be applied in the evaluation
of new information or new situations”. Information “feeds” knowledge. Knowledge can thus be defined
as a person’s ability to relate complex information structures to a new context. New contexts imply
change, action, and dynamism. Knowledge cannot be shared, although the technique and components of
information can be shared. When a person internalizes information to the point that he can use it, we call
it knowledge Zikmund, (2000). This is a fluid mix of experiences, values, contextual information, and
expert judgment, structured that provide a framework for evaluating and incorporating new experiences
and information. Organizations are found not only in documents and reports, but also in organization
routines, processes, practices, and standards. Knowledge has its origin and is applied in the minds of
connoisseurs (Davenport and Prusak, 1998), (William Zikmund, 2000). Knowledge is information as
valid and accepted, integrating data, acts, information and sometimes hypotheses. Knowledge needs
someone to filter, combine and interpret information. Information can be considered as a “substance”
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that can be acquired, stored, and owned by a person or group and transmitted from person to person or
from group to group.

Information has a certain stability, and it may be better viewed as existing at the level of society (Dav-
enport and Prusak, 1998). Although we can store it using various physical supports, the information itself
is not physical, but rather abstract and neither purely mental. Knowledge is stored in people’s memory,
but information is out there in the world. Whatever it is, there is somewhere between the physical world
around people and the mental of human thought.

Knowledge = Internalized information + ability to use it in new situations.

Knowledge is found fundamentally and intrinsically within people. These are more complex and
unpredictable at the individual level than an entire society, so it is not surprising that knowledge is much
more difficult to obtain than information. Knowledge exists mainly within people; it is an integral part of
human complexity and unpredictability. Knowledge has a fundamental duality: it is something storable
(at least sometimes we intend to do it) and something that flows (something that communicates from
person to person). It is possibly the duality of knowledge (something that flows and storage process) that
makes its treatment and management difficult. According to (Dahlberg, 2006), knowledge is organized
into units of knowledge (concepts) according to its characteristics (objects / subjects / subjects). The
organization of knowledge is related to a process of conceptual analysis of a domain of knowledge and
from there, it is structured / architected generating a representation of knowledge about that domain that
will be used for the organization of information about that domain of knowledge.

Figure 1. Data, Knowledge, and Information.
Source: Davenport, 1998.

Given Information Knowledge
Simple observations on the Data with relevance and Valuable information from the
state of the world: purpose: human mind.
o easily structured. e requires unit of analysis. Includes reflection, synthesis,
o easily obtained by *  requires consensus on context.
machines. meaning. o difficultto structure.
o often quantified. ¢ necessarily requires human | difficultto capture on
® casily transferable mediation. machines.
o often tacit.
o difficultto transfer.

Data, information and knowledge should be seen and analyzed from the continuing perspective of
values and fundamentally marked by the growing human contribution — processing, management, ac-
tion, result, learning and feedback, that is, human empowerment for actions that generate the desired
results at the organizational level

Information Imperfections
Humans are not only rational, but they also assume some opportunistic behaviors. Williamson (1975)
describes opportunism as “the search for one’s own interest, with cunning” involving “disbelief of

threats and opportunities”, so as, to realize individual, advantages. These advantages are also suitable
for “selecting and distorting discovered information or discrediting the opportunities leading to the fu-
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Figure 2. Data, Information, Knowledge, Actions - Results
Source: Adapted from Choo, (2002, p.258).
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ture” (Williamson 1975, p.26). The claim is that, even if not all humans, behave opportunistically, it is
difficult to predict in advance, whether they will be have or not, as such.

These types of behaviors reflect the relationship between the economic interest of the search engine
operator, but also the public interesting accessing information in a search on a person’s name. The com-
bination of opportunist and rational behavior, is the, main cause, for the three types of imperfections of
information:

e  Asymmetric information — an asymmetric distribution of information from the parties involved in
a relationship, causes an opportunity. The critical impact of the information, on the optimal alloca-
tion of risk, is not merely its presence or absence, but its inadequacy between the actors, together
two conditions under which, the asymmetry of the information, provides an opportunity, for ex-
ample, the relationship, between the economic interest of the search engine operator, but also the
public interest, in accessing the information, in a research on the name of a person:

° High costs to obtain equal information.

° Propensity of the part’s opportunistic behavior. In other words, asymmetric information oc-
curs when one party has information that is unknown to the other and difficult to obtain by
the other party and provides an opportunity to exploit this advantage of information through
possible alternatives.

Asymmetric information can result from a favorable situation for suppliers or customers depending
on who has that information. The opportunity is caused by the hidden information, for the current rela-
tionship. One party in a relationship is better informed about one relevant variable than the other. It is
the invisibility of this private information that constitutes the essence of information imperfections and
introduces the risk to the other party.

Considering the possibility of opportunistic behavior, the party that possesses the hidden information
has no incentive to re-image the information, if it is harmful to it. Therefore, for example, if the economic
interest of the search engine operator, but also the public interest, in accessing information in a search
on a person’s name. is particularly appropriate for a determined organization, will end up with the main
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benefits of the actors who benefit from this hidden information. The imperfections of information are
known as enemies of the selection.

e  Ambiguous Information — The ambiguity of information in a relationship can cause an oppor-
tunity. Although in the case of complete information, different interpretations, about the same
information, may occur. As a result of opportunism, these representations can be opportunistic in
the sense that they can lead to an individual advantage for either party (e.g. the economic interest
of the search engine operator, but also the public interest in accessing information in a search on
a person’s name.

The opportunity for one of them is discovered, when such opportunistic interpretation, is not recog-
nized by the other and results in:

1. Will of one of them to pay a high price, for information.
2. One of them will offer a “product” at a low price.

As a result of this opportunistic behavior, the part with opportunistic interpretation has no incentive
to share that information if it becomes a disadvantage to it.

e  Incomplete Information — The opportunity of incomplete information is hermetically related,
with the assumption of rationality. The limits of rationality are certainly interested in the extent
that the limits of rationality are reached — i.e. under conditions of uncertainty and/or complexity.
In the absence of any of these conditions of ownership of contingent actions may be completely
specific to this principle.

In a universe characterized by a high degree of complexity and uncertainty, the possibility of certain
events quickly become numerous. Under these circumstances, it is impossible for humans to acquire and
analyze the relevant complete information. As explained before, this impossibility leads to “satisfactory”
behavior. The opportunity for incomplete information occurs, when someone is incomplete informed,
about the range of possibilities. Therefore, one of the actors who allows an incomplete comparison of
the parties and their reciprocal differences can move towards a situation of abyss.

Information Economy

For the economy, the need is “the feeling of a certain lack united with the desire to be eliminated”. The
need is thus “the desire to have a means capable of preventing or stopping an unpleasant sensation or
provoking, preserving or increasing a pleasant sensation” (Sabaté, F. Tarragd, 1989).

The means used by people to meet their needs are designated by economists as goods. A good is
therefore all that is recognized, as apt to satisfy a need, regardless of any other judgment (e.g. moral
judgment). Goods can be classified in several ways. The first one that interests us is the one that distin-
guishes the so-called free goods (e.g. the air we breathe, the water) from economic goods. An economic
good is one that is characterized by its scarcity, that is, it is one that exists in quantities lower than those
required, given the need felt” (Sabaté, F. Tarrago, 1989).
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“The usefulness of a good refers to the quality and capacity of that good to meet the needs that is
proper to that good. The usefulness of a good is the aptitude of this good to meet the needs and the needs
are subjective sensations, it follows that a same good may have different utility for different people,
depending on the intensity with which they can experience or feel the needs that can satisfy with this
good”, (Sabaté, F. Tarrag6, 1989).

Associated with the concept of utility is the concept of “economic value” from which it can be said
that it is the quality of everything that is granted importance, because it is considered to deserve esteem.
Therefore, the value of a particular good also depends on each person, since each one can feel a distinct
appreciation for the same good, (Sabaté, F. Tarragd, 1989).

Organizations seek to achieve economic return by selling their products or services on the market. In a
competitive environment, an organization can achieve a better performance than its competitors, because
it has better resources or because the organization makes better use of its distinctive competencies, (Pen-
rose 1959, p.54). A distinctive competence is defined as a differentiated qualification, complementary
asset and organization routines that together allow the company to coordinate a specific set of activities
that provide the basis of competitive advantages, (Dosi and Teece, in: Williamson 1999, p.1094).

Competitive advantage is referred to as economic profitability (Porter 1980). Profitability is then
defined, as the excess return of a resource that owns an opportunity cost, (Mahoney and Pandian 1992).
In other words, profitability can be measured, like a normal financial return. To differentiate the pos-
sible sources of profitability, some types are distinguished. For example, profitability can be realized
by, (Mahoney and Pandian 1992):

Superior management capacity to coordinate resources (Penrose 1959).

Possession of a valuable resource that is rare.

Government protection when barriers to entry of new competitors are high.

Taking risks and business acumen in uncertain and complex surroundings.

Make better use of the organization’s resources, any of the physical assets and human capital.

In short, the base resource is an attempt to explain why organizations differ in terms of resources and
capabilities and how these differences can lead to sustained profitability positions, producing superior
financial return. The base resources therefore serve the purpose of explicitly focusing on the role of the
resources and capabilities of organizations, such as the origin of strategy and organizational performance.
This exploration of the relationship between resources, competition and profit includes, among other
issues, the role of imperfect information in creating profitability differences between competitors, (Grant
1991, p.3,Barney 1986, Itami 1987). Information imperfections are some of the competitive imperfections
that shock the economic ideal of the perfect market, (Yao, 1988). The perfect market is characterized by
numerous customers and suppliers of homogeneous products and or services and whose price mecha-
nism determines the most efficient organization of the market. Looking at the information, all customers
and suppliers are completely and perfectly informed about all relevant aspects of business transactions.

While the market ideal serves as the most important appropriation of neoclassical economic theory,
contemporary economic theories tend to consent to this as opposed to the appropriation of unrealistic
theories. Therefore, we assume that the perfect market and that perfectly informed customers and sup-
pliers are a myth. For this reason, it is proposed that markets are characterized by imperfect competition
and that information imperfections are an important trend. (Yao, 1988).
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Network Economics and Social Welfare

The economy of social networks is the emerging economic order of the digital society. The name derives
from a key attribute — products and services are created and value is added through social networks that
operate on large scales or globally. This contrasts sharply with the economy of the industrial era, in
which existed the right of ownership over physical property right Business models for capturing value
added rights to products and services created on social media are being widely explored.

The economy of social networks can be seen from a number of perspectives: transition from the indus-
trial economy to the digital economy on a global scale, value networks and intellectual property rights.
From the point of view of transition, (Malone and Laubscher, 1998) claim that the information revolution
changed the nature of business activity. As information can be shared instantly and economically on a
global scale, the value of centralized decision-making and expensive bureaucracies is greatly reduced.
Second, (Brand, 1999), trade is being accelerated by the digital and social media revolution. The role of
trade is to exploit and absorb these shocks. Some efforts focus on developing new infrastructure, while
other activities emphasize governance and evolving culture. (Rifkin, 2000), notes that real estate has
become a commercial burden in network-based markets. From an infrastructure point of view, (Tapscott,
1996) compared the information networks of the new economy with the highways and the electricity grid
of the industrial economy, so no country can succeed without a state-of-the-art electronic infrastructure.
According to, (Schwartz, 1999), in the future, large companies make their purchases, invoice, docu-
ment exchange and logistics, will be made through global networks that connect n computing devices.
Companies will be able to provide 24-hour service because customer requests are transferred from one
time zone to another, without customers being aware that the work is being done on the other side of the
world. (Boyett and Boyett, 2001) state that the larger the network, the bigger the market and its value.
According to, (Kelly, 1998), in a network economy, value is created and shared by all members of the
network, not by individual companies. Economies of scale derive from the size of the network and not
from the enterprise. Similarly, the value flows from connectivity. According to (Shapiro and Varian,
1999), the network economy raises important questions about intellectual property, since the first copy
of the information was produced, the production of additional copies costs virtually nothing. (Rifkin,
2000) proposes that as markets pave the way for networks, ownership is being replaced by access rights
because ownership becomes increasingly marginal to business success and economic progress.

Social well-being is the set of factors a person needs to enjoy a good quality of life. These factors
lead the subject to enjoy a quiet existence and in a state of satisfaction. Social well-being therefore en-
compasses the things that focus positively on quality of life: decent employment, economic resources
to meet needs, a home to live, access to education and health, tempo time ser for leisure, etc. Although
the notion of well-being is subjective (what is good for one person may not be it for another), social
well-being is associated with objective economic factors.

The role of any State is to promote social welfare among all its citizens in that country. To this end,
measures and policies are needed to correct the injustices of the capitalist market. The distribution of
income and the development of free and free social services for all people are necessary conditions to
achieve social well-being. The possibility of expanding social well-being to all social strata of each
country implies the existence of wealth (to respond to state spending). With each government ensuring
the equitable distribution of the wealth created.
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Democracy

According to Plato, (in:Werner Jaeger, 1979, 1936), the essence of democracy, as he saw it in his
hometown, is that “all citizens attain equal rights and public office were filled by lot. He appreciated
the knowledge of the experts, but democracy as a symbol of a regime gave the judgment of each one an
equal participation in the resolution of the supreme problems of the State.”

Plato viewed the ideal society as a society stratified by merit, incompatible with the proposals of
equality, and the resentment of what affected it in the face of the circumstance that led to Socrates death
could not be lessened. In this context Plato’s criticism, the essence of the Greek concept of democracy
is extracted: “the idea of absolute equality, the apex of which was manifested in the provision of public
office by lot”.

According to Plato, “The city exudes freedom and within it everyone can do what it gives them in
Ghana”. The freedom it is about is to feel free from all the class of duties, to organize life as it best
comes. It is the triumph of the individual. The Greek democratic man criticized in Plato would corre-
spond to the contemporary individualistic type, ambitious, able to become miserly and tortuous; thus, a
risk for democracy to degenerate in its impure form. Equal rights for the filling of public offices, so that
everyone is guaranteed to participate in the government. This is the essence that was bequeathed to us
by Greek antiquity to guide the evolution of the concept of democracy. Since that date, the dilemma of
how to achieve equality has been discussed without stifling the difference; how to include the individual
as a social unit, without denying the person, as a universe of aspirations. The concept of democracy as
conceived by the Greeks, in their transition to modern democracy, maintains in its entire the titration of
the power of the people, but alters the way or the procedure of how that right is exercised. From direct
democracy to representative democracy. (Madison, 1791-1795), defends representative democracy in
texts such as: “The scheme of representation as a substitute for a meeting of citizens in person being at
most but very imperfectly known to ancient polity, it is in more modern times only that we are to expect
instructive examples”

This shows the imperfections of direct democracy for the exercise of government (elitist view), poorly
disguised under logical arguments, such as the territorial dimension and professional specialization.
The territorial dimension constitutes a physical obstacle to the exercise of direct democracy. Likewise,
participation in government business is not harmonizable with the individual concern of the citizen to
resolve their private affairs that take him most of the time.

Digital Capitalism

Technological changes are always accompanied by narratives in which optimistic interpretations pre-
dominate, whose function is essentially legitimizing, hiding the power relations that drive or that are
underlying the processes of technological change, relationships with social consequences, based on the
generalized digitization of processes, products, and services.

The decade of the years and seventy was lavish in diagnoses that pointed to the relevance of a series
of technological developments and economic trends — then manifested mainly in the United States — on
the basis that it was argued that advanced industrial societies were undergoing a fundamental social trans-
formation, equivalent in scale and importance to the transition to industrial society during the eighteenth
and nineteenth centuries. The most diverse denominations then began to refer to this new society: an
active society, a service society, a knowledge society, a technocratic society, an interconnected society, a
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telematic society, a leisure society, a post-capitalist society, an interactive society, a multimedia society,
a post-industrial society. The most successful name was the information and knowledge society. Most
of the research was based on the consideration that new information and communication technologies
as “technologies open par excellence, regardless of economic, social and cultural weights”, so that the
evolution of everyday life was also open to a plurality of futures. Open future full of optimism, until one
could conceive a whole saga of post-industrial utopias according to which, together with the hand of new
information and communication technologies, the expected human liberation in the form of productivity
and material abundance, communicative fluidity and personal self-realization, would arise. Some went
further in considering the revolutionary nature of the transformations that were being experienced by
the more developed countries. The communicator of the new society, Alvin Toffler, expressed it in this
way: It has become a cliché to say that we are living “a second industrial revolution”. With this sentence,
we intend to describe the speed and depth of change around us. But besides being vulgar, you can cheat.
Because what is happening now is most likely bigger, deeper, and more important than the industrial
revolution. In fact, a growing and trustworthy opinion group argues that the present moment represents
nothing less than the second crucial milestone of the digital society.

THEORETICAL-METHODOLOGICAL FRAMEWORK FOR RESEARCH
The Information Economy

The notion of information is polysemic. It is, according to the case, simple sign or already knowledge.
She answers codes and signs up for a social relationship. It not only makes sense in relation to this so-
cial relationship, but also the exchange of information is itself a major component of this relationship.
Of course, the perspectives that the social sciences can take to analyze the notion of information are
multiple. The economy, in addition to the diversity of approximations, can never reduce this plurality.
The information marks at various levels the individual and collective components of the agents. Each
school of thought makes a different point about this or that aspect, but it cannot therefore pretend to
take care of the set of situations where, in production, consumption or exchange activities, the notion
of information is involved.

This finding is based on the start of the contemporary debate on the information economy, with
information highways, virtual enterprises and their teleworkers exploring the various facets of the way
different theoretical approaches deal with information. Somewhat paradoxically the bet is to make the
diversity of the approximations of the information economy allow to clarify an important but dedicated
debate on the digital information society, better than could do it a specific theoretical construction, too
spontaneously ad hoc. In order to understand the nature and breadth of the transformations of our society
that are aware of our ways of treating, storing and circulating information, it is useful to resort to relevant
theoretical research tools, although the field to which they are addressed is partial.

This need for theoretical tools is all the clearer as the phenomena in question are, at first glance, per-
ceived as brutal and contradictory. And so it is with telework, for example, often presented as a threat of
massive job destruction as a result of the shift in of strictly codified tasks thanks to new information and
communication technologies, but also as anew opportunity to better aped and adjust working times by
developing other socio-professional, family and civic benefits. Another reason for debate is the acceler-
ated and broad functioning of markets on a global scale and, first, financial markets where transactions
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are of increased effectiveness, are mixed with fears that the brutal adjustments under development will
generate financial crises. It is by no means the resumption of the eternal debate on the advantages and
disadvantages of technological progress. The evolution of information and communication technologies
has been spectacular in the continuous increase in the capacity to store, treat and transmit information, so
the number of issues that arise are inherent in the development of markets, the growth of the division of
labor and the accumulation of knowledge. The multiple aspects of contemporary economic transforma-
tions concern the production, transmission, treatment and use of information, as well as the theoretical
problems that these changes cause. With the complexity of modern economies, information is being a
determining factor. In order to understand the economic transformations, some relevant questions raised
by some economic theories and the contribution of some experts with complementary approximations in
the field of information or knowledge to better contribute to the debate on the impact of information on
the economy are presented. The aim is to introduce some issues related to economic analysis, but also
to the implications of economic policy, into an economy where information and knowledge represent an
added value, even strategic. These issues start from several stylized facts, about the use of new informa-
tion and communication technologies or in the mobilization of knowledge both in production processes
and in the functioning of the market and labor. But this pragmatic approach can only be read in view of
the great structural transformations that mark the contemporary period.

What Is Information Economics?

It is useful to analyze the contributions to recall the essential question: how to characterize what we
can qualify as a knowledge-based and information-based economy? A whole set of discourses on the
information economy seems relatively sick of a tautological approach where the information economy
is explicitly defined by the reference to the importance of the use of information and communication
technologies. Different theoretical approaches to the notion of information allow us to understand the
way economic agents use, treat, or spread information and knowledge. Talking about the information
economy has at first sight several possible meanings. From the perspective described here, the notion of
information economics is used to emphasize that one of the best characteristics of contemporary devel-
oped economies has expanded and diversified their use of information in all forms and at all levels. In
a more complete way, the information economy considers the set of knowledge and the added value of
knowledge that goes alongside technological developments. The notion of information economics then
qualifies a certain historical phase of the development of our economy. All the characteristics of such
economies undergo an analysis of the growth scenarios that correspond to it. These scenarios are connected
to several levels, according to what the analysis involves on productive activities, the functioning of the
market or the evolution of wages. If this perspective is with given, the notion of information economics
is still poorly defined. Certainly, the economy has no affinity for information and knowledge so specific,
to significantly influence how it works. On the contrary, changes that consider affinities, have strong
impacts on how they operate. If the issue deserves to be put the threads of the causes to the effects that
result, are at least poorly established and deserve further investigation. This research can progress by
questioning the rule that the different theoretical approaches in the economy confer on information and
knowledge and by confronting these analyses with the observable changes in the functioning of markets
or the organization of production and consumption. There is also another perspective to address the no-
tion of information economics. It considers the central object of the economy of the entire system that
produces, disseminates, and interprets information. From this point of view, information is a natural or
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produced resource, from which one can follow the dissemination and the conditions that preside over
it. We then talk about information economics without reference to a precise historical period, a little,
as is done for education, health, or safety, to claim to cover all its aspects. Thus, there is a whole set
of approaches dealing centrally with information. We will use these various approaches to illustrate
some characteristics of the advantages of information in the confidence of the functioning of markets
and in the placement of productive organizations, as well as ways of life and consumption. The notion
of information economics has come out of the heart of contemporary debate that largely addresses the
circle of economists. Indeed, the echo of global debates underlines Mondial the greater importance of
the new structural distribution that these technologies are. These questions start from the observation
of rapid dissemination and in all areas of economic activity through information and communication
technologies. But this is not just structural change that has led to giving information a more important
role in the economy. The evolution of territorial activities (services), the extension of markets and pro-
ductive combinations on a planetary scale (globalization), such as the accumulation of information and
knowledge (education) thus play a decisive role in the characterization of a new structural distribution.

Tertiarization

There are several ways to address this structural change, according to the observation of the growing
importance of third-rate activities at the heart of productive activities or in the way markets work with
their logistics, processing activities and dissemination of information. This gives the impression that
information in various forms plays an increasing role in economic development, not only in services,
but also in a whole set of tertiary activities that have been regulating productive activities and changes.
This phenomenon is contemporary with the spread of a new technical system centered around ICT’s.
This phenomenon has long been a trend in developed economies, the growth of service activities within
organizations and intermediation services (such as banking, insurance, transport, and communica-
tions). Between 1970 and 1993 service activities between organizations, including financial services,
nearly doubled, and accounted for about 18% of total employment in large OECD countries, (Castells
et Aoyama,1994). Economic operators are aware that only economic activities increasingly deal with
information and knowledge, mobilizing multiple knowledge, but also that the functioning of markets
participates in this complexity, calling for a whole range of qualities that can benefit those who possess
the information or can acquire it. The globalization of banking and financial activities supported by
ICT’s provides new information on a global scale, 24 hours a day and 365 days a year, completes this
image of a virtual sphere where information flows propel the world economy.

Information as an Economic Category

Making the theory of what you might call the information economy is not an easy thing. The analysis
of what is meant by information economics cannot in any way progress on the basis of empirical find-
ing on the growing place it occupies in all the activities of our economy, linked more or less directly to
the collection, treatment and transmission of information, knowledge and knowledge of all nature. It is
necessary to know more the specificities that such an economy will have: the economic status it confers
on information in the different activities; the determinants of value and the modalities of the production
of the different forms of information are integrated into the economic sphere. It is not safe that one can
achieve the goal and produce a theory of the information economy, but one can undoubtedly pursue
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more thoroughly than is customary, the specificities of the gains of contemporary developed economies
of information.

To advance in this direction it is proposed to confront a whole set of issues, such as the greater and
plural function of information in the economy and the treatments of the notion of information in the
various contemporary economic theories. In fact, the economic literature has for three decades seen work
on the role of information multiply. These works are increasingly diverse and elaborate and deserve in
some way the attention on whether they only want to broaden our perception of this so-called informa-
tion economy in a structured way.

The Evolution of Technologies

Information and Communication Technologies (ICT’s) were an important instrument for the transforma-
tion of industrial society in the information and knowledge society. It is a networked society, emerging a
new social morphology, and gains economic, social, political, and cultural primacy. According to Orth,
(2002, p. 22), one lives in a culture and a society that is constantly changing, either because the economic,
social, political, and cultural contexts are increasingly massified, internationalized and globalized, or
because the relations of life, study, work and capital are changing rapidly and constantly.

According to (Santos, 2013), it is possible to prescribe that from the technical uniqueness (unique
technical model), based on the capitalist system and the form, as the process of globalization is config-
ured, there is a significant transformation of consumption into ideology of life, making citizens con-
sumers, massifying and standardizing culture, and form that often contributes to the concentration of
wealth, in the hands of a few. According to (Ney Jr, 2002), “the current information revolution is based
on the rapid technological advances of the computer, communications and software, which in turn led
to extraordinary reductions in the cost of processing and transmitting information”, as well as, “in ideal
terms, the Information Revolution will repeat the successes of the Industrial Revolution. Only this time,
part of the brain’s work, not the muscles, will be transferred to the machines.” For (Cardoso, 2007, p.
102), information seems to have replaced energy as a central element of economic life, first of the most
developed countries and then for all areas of the planet and subject to market rules. It is observed in this
panorama that the Internet was the apex of the Information and Knowledge Society since it allowed the
free movement of information throughout the world. Furthermore, “the first stages of Internet use int he
1980s were announced, such as the arrival of a new era of free communication and personal fulfillment
in virtual communities, formed around communication, mediated by the computer”, (Castells, 2003, p.
100). According to, (Lojkine, 1995), “the transfer to machines of a new type of abstract brain functions
is at the heart of the informational Revolution”, emerging the need for restructuring capitalism that
drives the adoption, diversification of media and the development of information and communication
technologies and their networking.

ICT’s provides the great legitimacy of the expansive political power, which assumes all spheres of
culture. In this Universe, ICT’s also provides great rationalization of man’s lack of freedom and dem-
onstrate the “technical” impossibility of being autonomous, of determining people’s lives. This lack of
freedom does not arise, either irrationally, or as politics, but rather as work. Technological rationality
protects, the legality of domination, rather than eliminating it, and the instrumentalist horizon of reason
opens to a rational totalitarian society. According to (Gongalves, 2003, p. 138), cyberspace is the main
vector of the Internet, and its striking characteristics are invisibility, intangibility and intercommuni-
cability. The processing of information by computer gave rise to legislative and judicial movements to
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protect rights over information and the regulation of access and use. The Internet is characterized by
being a communication space without mediator, structured according to an “all-all relationship”. Thus,
relationships between peoples are given and interaction with the worldwide network of computers, which
stores the most diverse types of content, whether they are made available by the users themselves about
their preferences and their private life or by the servers themselves. It turns out that by the interaction
generated on the network, its storage, and the distribution of content, it becomes virtually impossible
to remove information once posted online.

According to (Nissenbaum, 2010, p. 21), the great difficulty faced in this context is to separate the
public and private spheres from each individual from what should or should not be available, and avail-
able to all, in a virtual environment. Therefore, “information technology considers itself a major threat
to privacy, because it allows for ubiquitous surveillance, gigantic databases and a rapid distribution of
information around the world”. For (Habermas, 1997, p. 92), the public sphere can be “described as an
appropriate network for content communication, decision-making and opinion; in it the communication
flows are filtered and synthesized, to the point of condensing into public opinions encased at specific
times.” It is in this sense that the aspirations of the next design of the text are given, aiming to provide a
debate between the right to privacy and intimate life, of what may or may not be, linked to the existence
of each person, characterizing what is of private interest or what can generate, a right fo forgetfulness.

The Digital Society

It will not be an exaggeration or a blatant mis understanding, to affirm that the current society is increas-
ingly qualified by the digital adjective, where new information and communication technologies (ICT’s)
have constant daily influence, configuring themselves as, mediators of social relations, the economy and
even the way to produce / disseminate knowledge. There are forms of knowledge absorption about users
in a ubiquitous way, in which ICT’s be new forms of surveillance (Lupton, 2015, p. 02; p. 189). Digital
ICT’s play a crucial role in the process of globalization, as a phenomenon characterized by the wide
circulation of people, ideas, and habits, which although it has not started historically with technologies,
develops at high speed through them (De Mul, 2015, p. 106).

The increasing insertion of Information, and Communication Technologies (ICT’s) in people’s daily
lives has promoted a deep dependency relationship between them. In this context, daily, actions have
become essentially informational, given the need for mediation for their performance.

The society original is a complex society of technological innovation and communication, in which
there is the creation of new environments and changes in, the organizational dynamics of people, in
the way people understand reality, changing the way they relate to the environment, with other people
and how, they conceive in the face of reality itself. Both senses can be understood, as arising from the
informational revolution, promoted mainly from the attempts to understand human intelligence, via
computational bases.

The works developed by (Turing,1950), had great influence in the studies of the second half of the
twentieth century, including in Philosophy, mainly by its algorithmic approach to the nature of thought,
in which he proposes the thesis, according to which, “thinking is calculating” (Turing, 1950, p. 436). This
is that, given that digital computers operate from calculations and manipulate rules for the organization
of symbols, if we consider that thinking consists, in the activity of manipulating symbols, according to
a set of logical rules, constituting algorithms, then digital computers could, in principle, think. Once
intelligent thinking is understood mechanically, it would be possible to construct mechanical models of

83

printed on 2/9/2023 12:37 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

Social Networks and Well-Being in Democracy in the Age of Digital Capitalism

the structure and dynamics of this type of thought. This understanding allowed the development of me-
chanical models of the mind, which initially generated two aspects in Cognitive Science, (Teixeira, 1998):

e  Strong Artificial Intelligence - is one in which mechanical models of the mind, when successful,
not only simulate/ emulate mental activities, but explain and instantiate such activities.

e  Weak Artificial Intelligence — is one in which the model is only an explanatory tool, limited to
intelligent mental activity.

The common point of such nodes is that both accept the thesis that to simulate is to explain, in order
to attribute to mechanical models, the value of theories, in which the computer is used, as a fundamen-
tal tool. As for the social sphere, the development of studies of information theory promoted the social
changes that are currently experiencing and that have generated new types of problems, especially those
that relate to action / technology / environment. Given its impact on the academic and social spheres,
the approximation between Philosophy and Information Science, and the role of computers in the de-
velopment of theories, theoretical production occurred concomitantly with technological improvement.

(Floridi, 2008, p. 3-4), states that during the second half of the 20th century events such as: the mas-
sification of the computer, which promoted the generation of the “personal computer”; the advancement
of scientific discoveries in function of the use of ICT’s; and the emergence of new ways of expert meant
the world, from such technologies. These events illustrate the influence of ICT’s in various areas of
society (sociological, economic, scientific, and cultural), providing elements for the characterization of
it, such as the information and knowledge society. According to (Floridi, 2002, p. 127): “Post-industrial
societies are nourished, by information”.

ICT’s acquire a central role in the characterization of the digital society, to the extent that they are
present and related to the person and their well-being, and in their continuous use in everyday situations
(e.g., leisure, work, etc.), constituted relationship of dependence, between the person and the TIC’s. This
relationship is strengthened, according to Floridi, from the following factors:

e  Increasing the power of ICT’s, while reducing their cost of production and marketing.
e  Improvement of ICT’s in their interaction potential (machine-machine and mem-machine).
e  The rise of the zettabyte’s era (dated 2010).

The factors indicated are responsible for the approximation between people and ICT’s, generating
deep relationship of dependence for the performance of routine actions in today’s world. This depen-
dence is based on the digital presence, as a mediator of common actions, such as financial movement
(home banking), the acquisition of products and services (virtual stores, e-commerce), personal and
professional interrelationship (via social networks, such as Facebook, Twitter, or dating apps such as
Tinder), access to movies (via streaming, YouTube, Netflix, etc.), urban mobility (via app, Uber, Taxi
99), making connections (using the network, via Skype, WhatsApp), the practice of physical activity
(Run keeper, for example), professional activities via SOHO (small office / home office), political or-
ganization (via websites or social networks), among others. Situations in which there is no mediation of
s internet-connected artefacts by the persons, but which require technological mediation by the service
to be requested, such as: payment by credit card for face-to-face purchases, biometric systems for the
removal of books in libraries, among others.
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In addition to understanding the influence of ICT’s on the constitution and alteration of people’s self,
the three types, of self-highlighted by (Floridi, 2014, p. 60) are explained:

e  Personal Identity - it concerns “who we are”. We live in an era where people spend a great deal
of time transmitting information about themselves, interacting digitally with other people, which
is a good example of how ICT’s is affecting and shaping people’s identity.

e  Self-conception - consists of “who we think we are”.

e  Social elf - concerns what we are, from the thought of other people.

It is mainly this third notion of self that ICT’s have a deeper channel of action in the conception of
people’s identity, because there is a growing support and overvaluation of social networks, illustrated,
for example, by the intensification of a “narcissistic culture”.

The Web enhances narcissistic culture, typical of our time, by expanding the forms of self-celebration
and self-promotion. Relationship sites, in turn, end up encouraging vanity and competition. [...] young
people strive to show in their profiles, photos and texts that value them and promote the increase in the
number of people they add as “friends”. [...] This type of behavior is justified by a constant search for
attention and recognition. The ease of access to information about themselves generated by third parties,
promotes self-understanding from others (social self), constitutes a scenario in which people, especially
those corresponding to Generation Z, feed the network, with personal information intensely.

The greatest of all changes is the transformation of the information and knowledge society into the
digital society. The center of work was ‘distance work - telework’. In developed country societies, access
to good jobs and a professional career will increasingly depend on a university degree with distance work,
anywhere, in a country, in the globalized world. That is, the logical result, since we stopped working
in the office and in large urban centers, it was through intellectual work and teleworking was reached
at home or elsewhere, outside the large urban centers. This last step represents a break with the past.

e  The fact that knowledge and education have been a passport to the achievement of good jobs and
a career has meant above all that in society, companies are no longer the only way for someone to
progress in life and have become one of several opportunities available.

e  Knowledge has become the capital of developed economies and knowledge workers, which deter-
mines the values and norms of society.

The big challenge is to maintain the commitment, with the economic performance necessary for
organizations and countries to remain competitive. Governance and entrepreneurship contain the entre-
preneurial spirit. They are not antagonistic concepts, nor mutually exclusive. Both are always necessary
and at the same time. Both must be coordinated, i.e. both must work together. No existing organization
can survive without innovation and at the same time without being managed.

Digital Capitalism

According to (Gary T. Marx, 2015, p. 735), sur