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Abstract

Nowadays, knowledge management in organizationrbeca trend strategy in order to improve
organization performance. But unfortunately, it'sbay challenge to implementing knowledge
management in organization, because it's relatimely and not many people knew about this. This
research is done in order to realize bureaucrat@m in government service improvement according
to PERMENPAN No. 14 Tahun 2011 is about knowledgenagement (KM) implementation in
government. Knowledge management cannot be seddrate human capital as an intangible asset
in organization which has an important role to thecess of organization goals. This conducted
research aims to identify critical success factoKM implementation in Indonesian government
human capital management case study: Badan Kepegaweegara. Stages of this research are
literature study, data collection using interviewbservation, and group discussion organization to
explore and discovering critical success factor Kivl implementation. Data analysis using
descriptive statistic, delphi method and expergjudnt in order to define critical success factor of
implementing KM in government human capital managetmcase study in Badan Kepegawaian
Negara. The result shows that several critical ssgcfactors for KM implementation in the
government human capital management are organizatitiure, leadership, organization structure,
HR/HC (knowledge, skill, attitude), HR/HC procesacquisition, development, engagement,
retention) and policy.
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Abstrak

Saat ini, manajemen pengetahu&nogiedge management) dalam organisasi menjadi sebuah trend
strategi dalam rangka untuk meningkatkan perforrgarusasi. Tetapi sangat disayangkan bahwa hal
ini menjadi sebuah tantangan yang besar untuk rapkan manajemen pengetahuan, karena ilmu ini
relative baru dan tidak banyak orang mengetahuiRgmelitian ini dilakukan dalam rangka untuk
mewujudkan reformasi birokrasi dalam peningkatanlay@man pemerintah berdasarkan
PERMENPAN No. 14 Tahun 2011 tentang penerapan ream pengetahuanknpwledge
management) di pemerintahan. Manajemen pengetahuan tidak difsaahkan darhuman capital
sebagai aset yang tidak berwujudtdngible asset) dalam organisasi yang memiliki peran penting
dalam mewujudkan tujuan organisasi. Penelitiamliiakukan untuk mengidentifikasritical success
factor (CSF) penerapan manajemen pengetahuan dalam pleagdiuman capital di pemerintahan
Indonesia dengan studi kasus Badan Kepegawaianr&dlefahapan penelitian ini meliputi studi
literature, pengeumpulan data dengan wawancarernass dan diskusi kelompok untuk menyelidiki
dan menemukarritical success factor penerapan manajemen pengetahuan (KM). Analisia dat
menggunakan statistik deskriptifielphi method dan expert judgement dalam rangka untuk
menentukancritical success factor penerapan manajemen pengetahuan (KM) dalam péaaelo
human capital di pemerintahan: studi kasus di Badan Kepegawaigah. Hasil dari penelitian ini
menenjukan bahwa beberapa critical success faoéosrapan manajemen pengetahuan (KM) dalam
pengelolaanhuman capital di pemerintahan adalah budaya organisasi, kepemanpistruktur
organisasi, sumber daya manusia (pengetahuan,nis@taam, sikap), SDM prosesadquisition,
devel opment, engagement, retention) dan kebijakan.

Kata kunci: Knowledge Management, Human Capital, Critical Success Factor, Delphi Method
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1. Introduction factor which can be controlled by the organization
[5].
Ministry as mandated by Undang-undang Dasar
1945 is responsible to assist president perform theHuman Capital and Human Capital M anage-
government. Knowledge management is a hot is-ment
sue in the development of organizational managedintellectual capital consists of human capital and
ment, accordance with the regulation of MEN- structure capital which are the most valuable re-
PAN & RB No. 14 Tahun 2011 about implement- sources in organization. Aldi Seexplain that hu-
tation of knowledge management. The ministry isman capital as an aggregate of knowledge, skill,
expected to implement KM in order to improve working experiences and employees motivation.
the effectiveness and efficiency of organizational While Kaplan et abktate that human capital is an
activity due the bureaucratic reform goal. Ministry intellectual capital which is reflect minds, know-
duties and management functions cannot be sepdedge, creativity and decision making by an indi-
rated with human capital role. Human capital asvidual in the organization [6]. It can be concluded
intellectual capital is intangible organizationetss that human capital is intangible asset that owned
that play a role in creating KM. Organizational by organization, consist of knowledge, competen-
human capital, support organizational businesscy, experience and individual skill.
process therefore human capital should be mana- Human capital management is method that
ged and employed efficiently [1]. Whereas the manage employee as intangible asset of the orga-
assessment of KM success in human capital camization to reach organization competitive advan-
be seen from learning process, adaptability andages [7]. Human capital management is mana-
employee job satisfaction [2]. ging organizational competencies and individual
The good human capital management will competencies with human capital management
increase organization competitive advantage, theprocess.
refore knowledge management challenges are to
find the critical success factors for implementing KM Implementation in Government Human
KM in human capital management. This conduct- Capital M anagement
ed research aims to identify critical success facto KM implementation in human capital began to be
of KM implementation in Indonesian government developed through Human Capital Management
human capital management case study: Badan KeProgram in organization. Effective KM imple-
pegawaian Negara. This research scope is caseenttation in human capital is the human capital
study in Biro Kepegawaian Badan Kepegawaianstrategy that consists of competency management,
Negara as human capital manager, which responperformance management, change management
dents are the knowledge workers in each division. and knowledge management [8]. Tang et all prop-
ose that effective KM need policy, concept and
K nowledge M anagement HR development plan based KM [9]. Learning the
Knowledge management are activities for disco-KM application is to improve human capital in
vering, capturing, sharing and applying knowled- order to establish social and organizational rela-
ge in order to increase knowledge with cost effect-tionships. It's needed for simplify the manage-
tive to achieve organizational goals [2]. Turban etment and efficiency of HR in order to achieve
all in their research told that KM is a process to organizational success [1]. Application of KM in
identify, select, manage, transmit and disseminategovernment, especially in human capital manage-
information for problem solving, strategic plan- ment is still limited in line with bureaucracy re-
ning and decision making, KM also can increaseform program.
the value of organization intellectual capital [3].
Based on some opinion above, KM can be definedDelphi M ethod and Expert Judgment
as an exploration process through generate, capbelphi method is used for discuss and communi-
ture, codify and transfer knowledge from organi- cate complex problem in group of expert in terms
zational knowledge resource to achieve organiza+o find the best solution for the problem [10]. Hsu

tional goals. et al explain that Delphi technique is used for-eva
luation, fact-finding, explore an issue or discaever
Critical Success Factor ing the information of specific topic [11]. Some

Andrew et al explain that critical success factor application for delphi method are used for fore-
are few thing that must done for a manager andcasting, prioritization, and framework. The Delphi
organization in order to ensure success and reanalysis method according to Okoli et al divided
present the high performance of organization [4].into three general steps: brainstorming for impor-
Key success factors are critical factor that suppor tant factor, narrowing down the original list teeth
organizational performance, usually as internal
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most important ones and ranking the list of impor- judgment was conducted with group discussion
tant factors [10]. among the experts.

Expert judgment is a method that required Sample of critical success factor that used in
for decision models when there is a controversythis research were from 15 (fifteen) respondent of
among the expert to conclusive and interpreted thhuman resource workers and supervisor in Badan
problem solution [12]. Kepegawaian Negara. All data sample were ana-

lysis and treated to find the percentage of impor-
Previous Study tance and rank. The next step were using data
The following outlined previous research related sample from 5 (five) human resource managers in
key success factor for implementing KM in Go- middle level in Badan Kepegawaian Negara as an
vernment Human Capital Management, to provideexpert respondent to define priority of the CSF

an overview of the research that has been carriedactors.

It is shown in table 1.
According to previous study in public sector,

there still an opportunity for research because the

challenges for hierarchical and bureaucratic orge

nizational in Indonesian government. Althougl
some government in other country have started -
implementing KM, especially in human capital
area for supporting competitive advantage and o
ganization goal to achieve a good government.
2. Methodology
The stage of research involves five steps: intrc
duction of research background, purpose, als
scope of the study, explain theoretical and prev
ous study from other researcher related to the t
pic to find the key success factor, data collectio
methods with observation, interviews and grou
discussion as an information expert in Biro Kepe
gawaian BKN, data processing using statistic
descriptive and analysis methods using delphi me
thods and expert judgment from the human capiti
managers in Biro Kepegawaian.
Dephi Methods have a three steps there are
Brainstorming for the important factor that
found from literature review. The researchel
explain about these finding factors of imple-
menting KM in government human capital
management to the knowledge worker ir
each division for further discussion in group.
b. Narrowing down the original list to the most
important ones by discussed it in a group ti
get a feed back and suggestions about tho

a.

TABLE 1
PREVIOUS STUDY OUTLINE
Researcher Object Finding
(critical success factor)
1. (Asoh et al, US trust, org. culture, mo-
2002) Government tivation, community of
practice, IT, infrastruc-
ture, leadership, best
practice, service
2. (Cong and US HR/HC  (knowledge,
Pandya 2003) Government skill attitude), process
HR/HC, IT, org. cul-
ture, org. structure,
trust
3. (Winkelen Multi- KM process (capture/
and national transfer, sharing), co-
McKenzie private and mmunity of practice,
2007) public individual and organi-
sector in zation initiative, HR/
UK HC Process, policy, le-
adership,
infrastructure,
4.  (Shirazi et al Mashhad HR/HC  (knowledge,
2010) provincial skill attitude), org. cul-
municipality ture, org. structure, le-
adership, community
of practice, commit-
ment, IT and infra-
structure, policy
5.  (Noor and Electronic HR/HC  (knowledge,
Salim 2011)  Government skill attitude), IT, org.
agencies in culture, experience,
Malaysia position
6. (Biygauntane UAE’s IT, leadership, KM
and Al-Yahya Dubai process, HR/HC (kno-
2011) Sector wledge, skill attitude),
Public Org. Culture

factors.

c. Ranking the list of important factors as the
most important factor for their organization.
Each respondent write the list of factor by
rank from the most important factor into the
unimportant factor

The finding factors result from the delphi

3. Resault and Analysis

This research object and respondent for delphi
technique are 15 knowledge workers in 5 division
of Human Resource Manager in Badan Kepega-
waian Negara (Human Resource Development,
Human Resource Recruitment, Retirement and

methods were judgment by an expert in Biro Ke- Mutation, Human Resource Administration and
pegawaian BKN as a human capital managers td-aw, Human Resource Organization and Manage-

find the priority factor implementing KM in go-

ment, Human Resource Welfare). The result is

vernment human capital management. ExpertShown in Table 2.
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First step of Delphi method is brainstorming factor which is has percentage under 50 % of res-
for the important factor that found from literature pondents.
review. In this step all respondents were intervie- This step also discovering two new factors
wed about key finding of each previous work and there are integrity and adversity quotient, but
eliminate the same factor into final consolidated those factor are rejected because not eligible from

lists that shown in Table 3.

TABLE 2

LIST OF DELPHI TECHNIQUE RESPONDENT

respondents opinion.

TABLE 3

LIST OF THE CRITICAL SUCCESS FACTOR FROM PREVIOUS \RR

No Name Position Division No. Critical Success Factor Previous Work
1. Mrs. Employee career Human Resource 1 Trust [13],[14]
S counselor Development 2. Motivation [13]
2. Mr. A Head Subdivision Human Resource 3. Community of practice [13], [15], [16]
of employee Welfare 4.  Infrastructure [13], [15], [16]
welfare 5. Leadership [13], [15], [16], [17]
3. Miss. Employee career Human Resource 6. Best practice [13]
D counselor Development 7. Service [13]
4 Miss. Employee Human Resource 8 HR/HC (knowledge, skill, [14], [16], [17],
K performance Development © attitude) 18
analyzer - [13], [14], [16],
5 Mr. J Employee career Human Resource 9. Organizational culture [17], [18]
development Development 10. Organization structure [14], [16]
analyzer 1 Organization and individual [15]
6 Mr.N  Employee legal Human Resource © initiative
issues reviewers ~ Administration and 12.  Policy [15], [16]
Law 13.  Experince [18]
7 Mrs. Head Subdivision Human Resource 14. HR/HC process [14], [15]
W of Human Recruitment, 15. Position 18]
Resource Retirement and 16 IT [13], [14], [16],
Recruitment Mutation ’ [17], [18]
8 Mrs. Head Subdivision Human Resource 17. KM process [15], [17]
Y of Human Administration and 18. Commitment [16]
Resource Law
Administration TABLE 4
9 Mr.S  Head Subdivision Human ~ ReSOUICE  TuE CRITICAL SUCCESS FACTORS PERCENTAGE FROM GROUP
of Human Organization and DISCUSSION SESSION
Resource Management % Respondent
Organization CSE Not Result
10. Mr.D Employee Human Resource Important Important (> 50%)
procurement Rec_runment, Motivation 7% 93% Rejected
analyzer Retirement and Community of
Mutation practice 60% 40% Accepted
11 2’“55' Employee :uma_n Resource Infrastructure 53% 47% Accepted
proci‘urement Regrwtme?t, d Leadership 93% 7% Accepted
analyzer euremen an Best practice 20% 80% Rejected
Mutation Service 33% 67% Rejected
12. Mrs. Employee legal Human Resource
S issues reviewers ~ Administration ~ and ~ HR/HC (knowledge, g4, 13% Accepted
Law skill, attitude)
13. Mr.G Employee data Human Resource  QOrganizational
processing staff ~ Recruitment, cufct’ure 73% 27% Accepted
Retirement and Organization
Mutation strgcture 60% 40% Accepted
14. Mrs.  Financial staff Human Resource  Organization and )
0, 0,
A _ _ Development individual initiative 2 7° 73%  Rejected
15. Mrs.  Public relation Human Resource Policy 60% 40% Accepted
Al staff Administration and Experience 20% 80% Rejected
Law HR/HC process
(acquisition,
Second step is narrowing down the original development, 67% 33% Accepted
list to the most important ones by discussed & in re;g:;%gnm)em,
group to get a feed back and suggestions abouipgsition 13% 87% Rejected
those factor. Respondents do the group discussionT 60% 40% Accepted
to find critical success factor from the list. & i KM process 60(‘;/0 402/0 Accepted
shown in Table 4. Comrr_utrrlent 2(())A3 8(())/0 R(_ejected
In th d step of Delphi method Shows adverery quo e ore e
n this second step phi SNOWS  adversity quotient * 13% 87% Rejected

percentage of each factor from discussion session.

The result of this step is reducing the unimportant
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There are ten factor which is accept from TABLE 6

this step, there are community of practice, leadgr LIST OF EXPERT IN EXPERT JUDGMENT SESSION

hip, HR/HC (knowledge, skill and attitude), or—o—ame__ Position _

S p_’ . ge, T * ¥ 1. Mrs. A Head division of Human Resource Developme

ganizational culture, organization structure, pole. Mr.JH Head division of Human Resource Recruitme

cy, HR/HC process (acquisition, development, en- Retirement and Mutation

gagement, retention), IT, KM process, infrastrucd Mr.J thalij division Human Resource Administration
and Law

ture. 4. Mrs.C Head subdivision of Human Resource Coinge
and Performance

TABLE 5 5. Mrs.E Head subdivision of Human Resource Career

THE CRITICAL SUCCESS FACTORS RANK

Development

Respondent Amount

Most Very Impor Not Very Tota TABLE 7
csg mpor Impor tant Impor Unimp . .~ Ra PERCENTAGE OFCSFFROM EXPERT JUDGMENT
tant tant (Scale tant ortant nk
(Scale (Scale =3) (Scale (scale= % Expert Result
=5) =4 =2) 1) CSF Not > 50%
Commu 37 Important Important
girgcticce):f 2 4 0 2 7 (8% 8 Community of practice 40% 60% Rejected
Lead 1 4 0 57 Leadership 100% 0% Accepted
h?pa e N (12462 /HC (knowled kill
HR/H . (knowledge, - ski 80% 20% Accepted
SDM/H and attitude)
R 56 Organizational culture 100% 0% Accepted
nowle rganization structure Q b cceptel
(knowl 6 5 a 3 0 (122 3 (e} izati 100% 0% A d
dg_e, %)’ Policy 60% 40% Accepted
skill and HR/HC process 40%
attitude) (acquisition, development, 60% Accepted
Organiz 58 engagement, retention)
ational 4 6 4 1 0 (126 1 IT 40% 60% Rejected
culture %) KM process 40% 60% Rejected
Organiz 50 Infrastructure 40% 60% Rejected
ation 4 4 2 3 2 (109 4
structure %) TABLE 8
) 4 4 1 48 RANK OF CSFFROM EXPERT JUDGMENT
Policy 3 3 (%0,4 6 Expert Amount
%) Very  Important  Not Total
HR CSF Important (scale = Important Value Rank
process (scale = 3) (Scale = %
(acquisit 5) 1)
fon, 49 : 23
%e(;/r;atlop 3 1 3 5 3 (107 5 Leadership 4 1 0 21%) 2
enga;:]em %) HR/HC
(knowledge, 15
en, skl and © 8 a4
;e ention attitude)
5 1 8 29 Organizational 5 0 0 25; 1
T 0 1 63 10 culture (23%)
(0/' Organization 3 2 0 21 3
) structure (19%)
KM 5 4 1 46 . 13
process 3 g/lo 7  Policy 1 2 2 (12%) 5
. s s o HRIHC 13
Infrastru process (12%)
1 2 65 9 >
cture (acquisition,
%) 1 2 5
460 development,
engagement,
Total (;L/OO retention)
2 TOTAL 110
(100%)

The last step is ranking the list of important
factors as the most important factor for their

Table V shows that CSF rank from the factor

organization. Each respondent write the list of|ist are organizational culture, leadership, HR/HC
factor by rank from the most important factor into (knowledge, skill, attitude), organization structu-
the unimportant factor. The critical success fa&tor re, HR/HC process (acquisition, development, en-

rank from this technique are shown in table V.

gagement, retention), policy, KM process, com-
munity of practice, infrastructure and IT.



Elin Cahyaningsih, et al, Critical Success Factor 13

These finding factors were judgment by 5 riences, ability to understand and adapt, someti-
experts in Human Resource Manager in Badammes it's difficult to share [23]. Skills are psycho
Kepegawaian Negara by using expert judgmentmotor abilities of specific tasks that someone had.
method to find the priority factor implementing Attitudes are affective abilities that represerst-a
KM in government human capital management. ate of mind, feeling or beliefs. Sometimes attitu-

The results are shown in table VI-VII. des is related to someone behavior.
Human Resource/Human Capital Process.
4. Conclusion Ishak et all explain that human resource/human

capital process is several human resource prac-

Key success factor implementing KM in Human tices consider to enhance organization performan-
Capital Management are used for design the KMce [24]. According to PPM Management HR/HC
environment in organization and for measurementprocesses are acquisition, development, engage-
the KM implementation through these factor. The- ment and retention. HR/HC acquisition consists of
se six critical success factor from this research i planning and control employee starting from re-
BKN are organizational culture, leadership, orga- cruitment, selection and placement. HR/HC deve-
nizational structure, HR/HC (knowledge, skill, at- lopment is defined as people development through
titude), HR/HC process (acquisition, develop- career management and competency development.
ment, engagement and retain) and the last iHR/HC engagement is how to manage employee
policy. The explanation of each factor will be ela- satisfaction and relation to the organization. HR/
borate in this chapter. HC retention determine as a program to evaluate

Organizational culture conducted as a role of employee performance to get rewards.
procedure, program, policy, and attitude. Organi- Policy is a principles basic plan for execute a
zational culture also determines their goals andjob and how to act. Policy defines the boundaries
competitive advantages. According to Mozaffari, of each job and act. According to Jones, policy
organizational culture is a multidimensional and define as action plan to guide decisions and achi-
multi level concept that can be define as an as-eve outcomes in each organization area [25].
sumption, belief, perceptions, feeling, thought tha These factors are suitable for government as
share among organization member which ishierarchical and bureaucratic organization in hu-
shown in organizational strategies as a procedurgnan resource managerial perspective. Because
an action to achieve their goals [19]. this research case study is implemented in the hie-

The first factors is leadership, GAO concept rarchical and bureaucratic organization. This re-
of leadership is political leader to demonstrate hi sult factor can drive the different organizational
skill to developing and directing reform, driving culture to be KM culture and build KM environ-
continuous improvement and characterizing thement in order to achieve organizational goals and
agency’s mission in order to drive organization competitive advantages through KM. For whole
reform [20]. Leadership is known as a skill to in- steps in implementing KM can be reached by a
fluencing and directing people to achieve orga-strong leadership from the top management level
nization goals. Leadership hold important role be-in BKN with a high commitment. The organiza-
cause the great leader with a good leadership haveon leader also has to delegate the authority, du-
commitment, trust and passion to his organizationties and responsibilities for implementation this
and it became an example for all employee. program. In order to implement properly and ap-

Organizational structure describes the orga-propriately, the human capital manager should
nization size, authority, duties and responsibility make a right policy and procedure. The manager
to achieve organizational goals. Yazdani explainshould make a planning program, schedule and
that organization structure recognize the formula-performance indicator of each step also moni-
tion, centralization and integration among em- toring and reviewing.
ployee and division unit in organization [21].
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