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ABSTRACT  

 

Knowledge Management (KM) is critical to an organization because knowledge has evolved into a key driver of competitive 

advantage in the twenty-first century. KM is crucial in all industries, including the banking industry. PT. Bank Bunga Tbk (not its 

real name) is one of Indonesia's largest state-owned banks. The implementation of KM in Bank Bunga is still challenging, 

particularly during the COVID-19 pandemic, when most employees are Working from Home (WFH). The goal of this research is 

to investigate Bank Bunga's current situation in terms of people, processes, and technology, as well as its challenges in 

implementing knowledge management in the company during the COVID-19 pandemic, so other companies, especially the banking 

industry, could do efficient knowledge management within the company even though in a remote-working condition because remote 

work and virtual meetings are likely to continue after the pandemic. The methodology utilized in this research is qualitative, with 

primary and secondary data being used. The primary data was gathered through an in-depth interview with several Bunga 

Corporate University managers and an interview with several employees. Secondary data was collected from books, the internet, 

internal data, and previous research. The People, Process, and Technology Framework, KM Strategy (Codification and 

Personalization), and SECI Model were used in this study to propose solutions to the company, and Fishbone Analysis was used 

to determine the root cause. The application of knowledge management in Bank Bunga during the pandemic was discovered to be 

inefficient. The recommendations for Bank Bunga are to raise employee awareness of the importance of knowledge management, 

refine the new knowledge management Standard Operating Procedure (SOP) for the COVID-19 pandemic, maximize the use of 

knowledge platforms within the company, hire the appropriate candidate as the Manager of Knowledge Management, and conduct 

several KM Programs and Activities to overcome KM issues. 
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INTRODUCTION 

 

Knowledge Management (KM) is important to an organization because knowledge has become a key driver for competitive 

advantage in the 21st century. The right KM is important to an organization because knowledge is recognized as a valuable 

intangible asset. KM is important to every industry, including the banking industry. PT. Bank Bunga Tbk (not the actual name) is 

one of the biggest state-owned banks in Indonesia, based on its total asset, total credit, and total third-party funds. Bank Bunga 

already has a special department to take care of KM within the company, called Bunga Corporate University. Bunga Corporate 

University in Bank Bunga already implemented several activities to share the knowledge within the company, but the 

implementation in real-life is still experiencing problems, especially during the COVID-19 pandemic where most of the employees 

are doing Work from Home (WFH) and it is challenging to engage employees and to distribute knowledge effectively throughout 

the company from afar. The purpose of this research is to study Bank Bunga’s current condition in terms of people, process, and 

technology and also its obstacles in terms of KM implementation in the company during the COVID-19 pandemic. It is hoped with 

this research that other companies, especially the banking industry, could do KM efficiently and effectively even in remote-working 

conditions. It is because remote work and virtual meetings are likely to continue, albeit at a lower intensity than during the 

pandemic's peak. Following positive experiences with remote work during the pandemic, some companies are already planning to 

transition to flexible workspaces, which will reduce overall space requirements and bring fewer workers into offices each day 

(Lund et al., 2021). 

 

LITERATURE REVIEW 

Knowledge Management is a discipline and function concerned with the creation, acquisition, transfer, and applying knowledge 

to improve innovative performance and obtain a competitive advantage. KM may be broken down into three sections or 

components: the KM environment/infrastructure, practices/processes, and the interaction between these two (Razzaq et al., 2019). 

 

Knowledge Management Framework. There are three key features of the KM framework. The first one is KM intellectual capital. 

Intellectual capital as a resource is the fundamental advantage of KM. The second one is KM processes. Initiation, generation, 

modeling, repository, distribution and transfer, use, and retrospect are the seven processes that makeup KM. The third one is KM 

enablers. The enablers (also called factors) have an impact on the outcome of KM processes (Karemente et al., 2009). 

 

Knowledge Management Components. Organizational KM is produced through unique patterns of interactions between people, 

technologies, and processes. People create, share, apply, and encourage the exchange of information. The methods for obtaining, 

generating, arranging, sharing, and transferring knowledge are referred to as processes. The processes that preserve and offer access 

to databases and information generated by people in various locations are referred to as technology (Hosseini et al., 2014). 

 

Knowledge Management and Organizational Performance. Organizational members’ development and learning can be 

considerably influenced by KM adoption. KM that is planned and methodical allows employees to be more adaptable, resulting in 
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increased excitement and job satisfaction. Furthermore, members’ flexibility is being refined, making them more active in 

connecting and better equipped to respond to changes that occur as a result of both internal and external impacts on the organization 

(Moballeghi & Moghaddam, 2011). 

 

Knowledge Management Strategy. The decision between codification and personalization is the most important one that nearly 

every company faces in the area of KM (Woods & Cortada, 2000). Every company should select its best strategy and implement 

the necessary enablers in the areas of process, people, leadership, and technology to support that strategy. As a result, the 

organization only specifies initiatives that are aligned with its strategy and then allocates resources to implement a goal-driven 

KM. Every KM strategy requires providing the necessary and relevant infrastructures, identifying the enablers of that strategy in 

the organization, and doing the necessary activities (Nouri et al., 2013). 

 

Barriers to Knowledge Management. Insufficient training, the unwillingness of employees to share knowledge with other 

employees, too complex system, failure to recognize personal benefits that employees would have from sharing and managing 

knowledge, and lack of trust among employees, respectively, are major barriers to KM implementation (Dzunic et al., 2012). The 

management unawareness or unfamiliarity with the concept; poor knowledge sharing culture; poor management of people as 

knowledge-base, systems or tools, and KM processes; lack of commitment from leaders; insufficient resources and willpower; lack 

of or poor motivation; unfavorable organizational culture; and unskilled personnel to manage complex technologies are just a few 

of the factors that can hinder KM implementation (Igbinovia & Ikenwe, 2018). 

 

SECI Model begins with a phase of socialization, which involves the sharing and exchange of tacit knowledge. The next step is 

externalization, which involves converting tacit to explicit communication among people through discourse. The combination is a 

third step in which knowledge is transformed from explicit into explicit. Explicit knowledge can be easily stored, transferred, and 

linked to other explicit knowledge to produce new explicit knowledge. Internalization is the last step, in which explicit information 

becomes tacit. The tacit knowledge is then exchanged once more, and the process of knowledge production continues down the 

spiral (Kassem et al., 2015). 

 

In-Depth Interviews are typically long-duration, face-to-face interviews conducted to achieve specific objectives. An in-depth 

interview, also known as a one-on-one interview, is a technique for obtaining more detailed information or a thorough 

understanding of a subject or concept (Showkat & Parveen, 2017). 

 

The Qualitative Research Method is multi-method, with an interpretative, naturalistic approach to its subject matter. This means 

that qualitative researchers investigate phenomena in their natural settings, attempting to make sense of or interpret phenomena in 

terms of the meanings that people assign to them (Aspers & Corte, 2019). The method relies on participants to provide detailed 

answers to questions about how they constructed or understood their experiences (Jackson et al., 2007). 

 
METHODOLOGY 

 

 
Figure 1. Research framework 
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The methodology that is being used in this research is qualitative methods. There are two kinds of data that are being collected for 

this research which are primary data and secondary data. The primary data was collected by doing an in-depth interview and the 

secondary data was gathered from books, the internet (official website of the Bank Bunga), internal data, and previous research. 

This research was conducted by doing an in-depth interview with five managers from Bunga Corporate University who is 

responsible for the running of KM in the company. The author also interviewed three random employees in Bank Bunga to gain 

their perspectives on the implementation of KM programs during the COVID-19 pandemic as users of those programs. 

 

RESULT AND DISCUSSION 

 

Fishbone Analysis 

 

After the author conducted interviews with several managers that are responsible for knowledge management in Bank Bunga and 

some employees regarding the implementation of knowledge management in Bank Bunga during the pandemic, the application of 

knowledge management in Bank Bunga during the pandemic was found to be not optimized. The examination of the fishbone 

diagram in Figure 2 shows a likely underlying cause of this problem: 

 

 
Figure 2. Fishbone analysis of knowledge management in Bank Bunga 

 

People, Process, and Technology Analysis 

- People 

It did not state clearly why the position of KM manager is currently vacant in the company, and right now it is temporarily filled 

by two other managers in Bunga Corporate University. Even though in the interview they said the vacancy does not impact them 

that much, the lack of leadership is impactful to the effectiveness of KM programs. Leadership has been proved to be favorably 

associated with KM success, and its adoption will boost the effectiveness of KM projects (Mas-Machuca, 2014). 

 

It was found from the interview with managers that there is a difference in the NPS (Net Promoter Score) for the training and 

seminar before and after the COVID-19 pandemic. Before the pandemic, the training and the seminar were conducted on-site, 

meanwhile, the implementation of the training and the seminar changed because the pandemic became online. There are various 

comments about the training and webinar from that NPS, but the majority of those comments said the delivery of materials from 

the facilitator is not that effective because the facilitators cannot engage with participants. Those managers also stated that the 

other reason participants did not engage fully with the online event is because the atmosphere between offline and online training 

is different. In an online event, the participants sometimes attend the event while working with other things, suddenly being called 

with their boss, or even do not attend the event at all if it is not mandatory.  

 

From the interviews with some of Bank Bunga’s employees, as users of the knowledge management programs, they indeed attend 

the events while doing their daily job. However, they do not pay that much attention to the event, because it does not include in 

their KPI (Key Performance Indicator) or affects their performance appraisal. Bank Bunga believes that employees in Bank Bunga 

are adult learners and everyone has a different style of learning. They do not want to burden the employees to learn. The company 

feels like the only one who will lose is the employees themselves if they did not learn, because it will affect their performance in 

the end. That is why the employees do not see the urgency and the importance of developing their knowledge because it does not 

affect them directly.  

- Process 

It is found from the interviews that one of the struggles during the COVID-19 pandemic is the communication within the company, 

which are the miscommunication between the online committee event and the facilitator resulting in the facilitator coming late to 

the event and the lack of communication about the upcoming event so not all employees know about the event. The managers from 

the interview also stated that how to promote the event to employees is one of the challenges during the pandemic. There is also a 
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lack of internal communication about the development of the knowledge management platform. Bunga Corporate University 

developed Bunga Smarter, which is a one-stop learning platform for employees in Bank Bunga and currently Bunga Corporate 

University created a Bunga Smarter mobile application, but the information about the existence of the Bunga Smarter mobile 

application is not spread evenly within the company. The managers also said that the government’s regulation complicates the 

knowledge management department to handle the operation because the government often changes the regulations in a short time 

about WFH and WFO, this makes the management needs to often change the way they do the training and webinar in the company 

and this makes it difficult for them. 

- Technology 

It was found from the interview that Bunga Corporate University already created various technology platforms to support its KM 

within the company to develop its employees, such as the Bunga Smarter website and mobile application as the one-stop learning 

platform, creating a daily gamification learning, and also utilizing social media platform (Instagram and Twitter) to engage with 

employees and as a means of disseminating information, and also using Spotify Podcast, TikTok and YouTube to spread learning 

material. Even though the platforms are various and innovative, there are still some platforms that the company did not fully utilize, 

such as Podcast, Twitter, TikTok, and the Bunga Smarter Mobile App. The content of podcasts is not uploaded consistently, even 

the last material uploaded was in December 2021, same goes with Twitter. The author cannot find the TikTok account by Bunga 

Corporate University. The author only found an official TikTok account by Bank Bunga, and it consists of general information for 

the public, not consist of materials to enhance employees’ knowledge. The Bunga Smarter mobile app does not contain complete 

learning materials just like on the Bunga Smarter website. There are still employees that do not know the existence of the Bunga 

Smarter mobile app which is currently only available in the Play Store for Android users. Meanwhile, iOS users need a specific 

link to download the mobile app for their iPhone and it does not distribute evenly among the employees.  

Root Cause Classification 

 

To improve knowledge management implementation in Bank Bunga during the COVID-19 pandemic, the author suggested KM 

as a business solution using People, Process, Technology, Codification & Personalization Strategy, and SECI Model. The author 

utilizes a fishbone analysis to define the root causes and decide which KM issues can be improved utilizing the suggested KM 

system, as follows: 

Table 1: Root causes of knowledge management implementation in Bank Bunga during the COVID-19 pandemic 

 

Aspects 

 

Root Cause 
KM Issue / Non-Issue 

People Vacant position of Knowledge Management Manager Non-KM 

The facilitator’s ability to engage with participants during the online event KM 

The awareness of knowledge management’s importance KM 

Process Internal Communication KM 

SOP improvement for knowledge management KM 

Technology Optimization of the knowledge platform KM 

 

After identifying the root causes as seen in Table 1, the author then listed five root causes that can be improved using KM System. 

Table 2 below mentions the KM objectives for each root cause: 

 

Table 2: KM objectives for each KM root causes 

No. Root Causes KM Objectives 

1. The facilitator’s ability to engage with 

participants during the online event 

Ensure the knowledge that the facilitators give to participants can 

be maximally accepted 

The awareness of knowledge management’s 

importance 

Provides all employees with an understanding of the value of a 

knowledge management program 
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2. Internal Communication Enhancement of communication effectiveness 

SOP improvement for knowledge management Adjusts SOP to the current situation (the COVID-19 pandemic) to 

increase knowledge management effectiveness 

3. Optimization of the knowledge platform Improving employees’ knowledge by maximizing the knowledge 

platforms that are available 

 

Proposed Knowledge Management Strategy 

- People, Process, Technology 

The author addresses the KM strategy in Bank Bunga by using People, Process, and Technology as the key elements can be seen 

in the table below: 

Table 3: People, process, and technology in Bank Bunga 

 

Root Causes 

 

KM Objectives 

KM Strategies in Bank Bunga 

People Process Technology 

People 1. The facilitator’s 

ability to engage 

with participants 

during the online 

event 

 

Ensure the 

knowledge that 

the facilitators 

give to 

participants can 

be maximally 

accepted 

Bunga 

Corporate 

University, 

the facilitator 

Communities of 

Practice (COP), 

benchmarking, 

workshop or 

training, learning 

reviews, peer 

assist 

Collaborative 

virtual 

workspaces, video 

communication, 

video sharing, 

expertise locators 

2. The awareness of 

knowledge 

management’s 

importance 

Provides all 

employees with 

an understanding 

of the value of a 

knowledge 

management 

program 

Human 

Capital 

Department, 

Bunga 

Corporate 

University, 

Director & 

manager level 

 

Mentor/mentee 

scheme, 

knowledge cafe, 

COP, storytelling 

Video 

communication, 

Bunga Smarter, 

social network 

services 

Process 3. Internal 

Communication 

Enhancement of 

communication 

effectiveness 

Human 

Capital 

Department, 

Bunga 

Corporate 

University, 

Director & 

manager level 

COP, knowledge 

cafe, storytelling, 

learning reviews, 

benchmarking 

Bunga Smarter, 

social network 

services, video 

communication, 

collaborative 

virtual workspaces 

4. SOP improvement 

for knowledge 

management 

 

Adjusts SOP to 

the current 

situation (the 

COVID-19 

pandemic) to 

increase 

knowledge 

management 

effectiveness 

Bunga 

Corporate 

University, 

Director & 

manager level 

Learning reviews, 

benchmarking, 

SOP reviews 

Collaborative 

virtual 

workspaces, video 

communication 
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Technology 5. Optimization of the 

knowledge 

platform 

Improving 

employees’ 

knowledge by 

maximizing the 

knowledge 

platforms that are 

available 

 

Bunga 

Corporate 

University, IT 

Department, 

Director & 

manager level 

COP, knowledge 

cafe 

Bunga Smarter, 

social media 

services, expertise 

locators, podcast 

and webinar 

recording, daily 

learning games 

 

- Codification and Personalization 

The appropriate KM strategy for Bank Bunga is codification as the dominant one and personalization is the secondary. It is because 

by using the codification strategy as the dominant one, Bank Bunga could store more knowledge that can be reused, which could 

increase the possibility of innovation and Bank Bunga could perform better than other banks and can be sustained. Bank Bunga 

also already has Bunga Smarter as a one-stop learning platform for employees to learn new knowledge and to store knowledge as 

well, so it is more appropriate for Bank Bunga to put codification strategy as the dominant one.  

 

Bank employment in Nigeria is very demanding and time-consuming, with weak social ties and little social interaction among 

employees. As a result, technology is the most widely used method of information creation and transfer, and the use of a 

codification strategy should be maximized (Adeyeye et al., 2018). Another research found that commercial bank performance in 

Nairobi County is influenced by cost leadership strategy; that is, effective use of cost leadership measures such as low interest, low 

operational expenses, and competitive pricing can improve commercial bank performance (Gitau & Mang’ana, 2021). While both 

cost leadership and differentiation strategies have a favorable impact on current performance, only a cost leadership strategy allows 

a bank to maintain superior performance over time (Karyani & Rossieta, 2018).  

 

Table 4: Codification and personalization strategy in Bank Bunga 

 

Root Causes 

 

KM Objectives 

KM Strategies in Bank Bunga 

Codification Strategy Personalization Strategy 

People The facilitator’s 

ability to engage 

with participants 

during the online 

event 

 

Ensure the knowledge 

that the facilitators 

give to participants 

can be maximally 

accepted 

Document tips and trick 

about teaching an online 

class and store it in a 

platform that is easily 

accessible for them to 

deepen their learning. 

Create a training session for 

facilitators to develop their soft 

skills in presenting and 

organizing a sharing session 

with fellow facilitators to share 

tips and tricks about teaching 

online. 

The awareness of 

knowledge 

management’s 

importance 

Provides all employees 

with an understanding 

of the value of a 

knowledge 

management program 

Document the reward 

system explanation for 

employees if they have 

the highest learning 

points and share it on 

various KM platforms 

that are easily accessible 

for employees. 

Organizing sharing sessions or 

discussions with 

managers/directors to educate 

employees on the importance of 

KM and encourage them to 

develop their knowledge. 

Process Internal 

Communication 

Enhancement of 

communication 

effectiveness 

Compile the newest 

knowledge management 

information and share it 

on various platforms. 

Organize a regular meeting to 

inform the newest knowledge 

management information in 

Bank Bunga to all employees. 

SOP improvement 

for knowledge 

management 

 

Adjust SOP to the 

current situation (the 

COVID-19 pandemic) 

to increase knowledge 

management 

effectiveness 

Create a Knowledge 

Management Standard 

Operating Procedure 

(SOP) that consists of 

purpose, KM process, 

process inputs from and 

outputs to, other process 

areas regarding the new 

KM System. 

Create a meeting to discuss the 

new KM SOP thoroughly to 

achieve an effective KM system 

during the COVID-19 

pandemic and also conduct a 

meeting to socialize the new 

KM SOP for all employees. 
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Table 4: Codification and personalization strategy in Bank Bunga (continued) 

 

Root Causes 

 

KM Objectives 

KM Strategies in Bank Bunga 

Codification Strategy Personalization Strategy 

Technology Optimization of the 

knowledge platform 

Improving employee 

knowledge by 

maximizing the 

knowledge platforms 

that are available 

Document the new 

knowledge that has been 

obtained from experts and 

store it on KM platforms 

that are easily accessible for 

all employees and add 

variation to the material 

supplied (for example, 

lessons learned from past 

projects) might benefit 

employees. 

Organize a regular 

interview with an expert as 

a learning content to publish 

it on KM platforms and 

conduct mandatory sharing 

sessions regularly, using the 

existing knowledge 

platform. 

 

SECI Model 

- Socialization 

The existing socialization in Bank Bunga is training, video communication, and storytelling in the form of webinars or podcasts. 

The author proposed some additional socialization activities to be implemented in Bank Bunga to improve its knowledge 

management, such as through Community of Practice (COP), knowledge cafe, mentor/mentee scheme, and peer assist. COP could 

help the organization to improve its knowledge by gathering employees that have a similar interest in a certain skill and inviting 

someone expert and passionate to share their knowledge with them about that particular skill. It could create the result through 

activities and sharing stories.  

 

Mentor/mentee schemes and peer assist could also be beneficial for the organization because they could assist and guide the 

employee with someone expert to provide their expertise. Knowledge cafe could also be appropriate to add to Bank Bunga because 

it will help employees to engage more with employees in another department and informally share their knowledge. It could help 

them to learn from each other, build relationships and trust between employees. Trust is a prerequisite for readiness to provide 

information (Hosseini et al., 2014). It is important to build trust between employees so they will be willing to share knowledge 

and knowledge will be easily transferred even in a large organization such as Bank Bunga. 

 
- Externalization 

Bank Bunga already do a recording podcast a webinar with someone expert or just for sharing some knowledge for their 

externalization. The author proposed additional ways for externalization, which are collaborative virtual collaborative workspace 

and updating the learning materials by adding lesson learned paper from past projects. A collaborative virtual workspace is a 

software environment that provides a “virtual building” where teams may interact, collaborate, and exchange information 

regardless of their physical location. These capabilities are especially useful for remote employees who may not have easy access 

to company-wide news during the COVID-19 pandemic. 

 

The documented information that reflects both the positive and bad aspects of a project is known as lessons learned. The ultimate 

goal of documenting lessons learned is to offer future project teams the knowledge that will help them be more successful and 

efficient, as well as to build on the experience gained from previous projects. The existence of this article is intended to reduce 

delivery time, boost work performance, and decrease the risks of future analysis errors. 

 

- Combination 

Bank Bunga has already implemented several combinations to spread knowledge evenly within the company, such as expertise 

locators to search for an expert if employees want to ask something from the expert, knowledge base called Bunga Smarter as the 

one-stop learning platform for employees to gain new knowledge or for just developing their skills, and the company also uses 

social media as the platform to share information regarding the company news or event. The author proposed an additional way 

for combination, which is video sharing. The company could enhance learning by using video sharing because video can be used 

to enhance training, offering diversity and boosting the audience’s ability to comprehend what they’ve learned. 

 

The video-sharing referred to here is different from the video webinars that Bank Bunga is already provided on YouTube. The 

video-sharing referred to here is quite like learning material videos wherein the video certain learning materials are explained, not 

videos containing recorded webinars. The other solution is by creating a TikTok account specifically made for employees in Bank 

Bunga that consist of learning materials because people already feel familiar with TikTok and it is easy to use. 
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- Internalization 

Bank Bunga already provided several internalization activities for employees such as materials from training, learning materials 

from knowledge platforms, and daily learning games. The author proposed several additional ways for internalization in Bank 

Bunga such as benchmarking, learning reviews from past projects, and SOP reviews. Benchmarking is a powerful tool for 

improving knowledge management in companies. Benchmarking serves several goals, including evaluating, implementing, and 

disseminating information and knowledge. Learning reviews from past projects could reduce repeating the same mistake in the 

future projects, it could shorten the project execution time because employees have learned from previous project lessons learned 

and already know what to do and can increase the opportunity to make more innovations because potential mistakes have been 

minimized.  

 

SOP reviews are beneficial because the appropriate SOPs can assist in promoting the change that employees wish to see at work. 

When a company develops a standard operating procedure, they are providing employees with the efficiency, consistency, and 

predictability employees need to succeed, especially during the COVID-19 pandemic where some workflows must be adapted to 

current remote working conditions. The company could also add one more platform to do internalization, which is TikTok. TikTok 

is a widely known platform for video-sharing and it is appropriate to share knowledge on that platform because right now the 

company only provides a TikTok account for public knowledge, there is no account on TikTok for employees to learn new 

knowledge.   

 

The Proposed Solution to a Non-KM Issue 

 

The interviewees did not state clearly why the position of knowledge management manager is currently vacant in the company. 

Even if they stated in the interview that the vacancy has little impact on them, the lack of leadership has a significant impact on 

the efficacy of KM programs. Thus, the company needs to select the right candidate for the Knowledge Management Manager 

position at the earliest possible time.  

 

The author proposed a certain characteristic that is suitable for the Knowledge Management Manager position. The candidate must 

be extroverted, outgoing, persuasive, a high-achievement person, and have a strong communication talent. Gaining support and 

commitment to KM programs requires excellent communication skills. The KM manager candidate must also have the business 

knowledge to evaluate what information is worth sharing, as well as a grasp of technology to improve the KM process’ 

effectiveness and efficiency.  

 

Knowledge management system technical tools enable users to tailor knowledge according to their needs, allowing for rapid 

knowledge exchange where knowledge is freely accessible everywhere (Abdelrahman et al., 2011). Knowledge managers need to 

possess some individual characteristics such as being highly educated, like to learn, being a risk-taker, and being motivated by 

challenges (McKeen and Staples, 2001). 

 

Recommendations 

- Increase the employees’ awareness of the importance of knowledge management  

Even though Bunga Corporate University already provides the employees with various knowledge management platforms and 

facilities such as Bunga Smarter, training, webinar, podcast, daily learning games, expertise locator, and Bunga E-Learning Wallet, 

it all could go to waste if the employees themselves do not have the urgency and awareness of the importance of developing their 

knowledge. Thus, the author recommends Bank Bunga increase not only the employees’ awareness but also the whole board of 

directors and managers by conducting several KM programs such as Communities of Practice (COP), a knowledge cafe, and a 

mentor/mentee scheme. The leaders play a significant role in managing knowledge and motivating employees. If the leaders take 

it seriously, the rest of the firm would naturally follow. Increasing the awareness of knowledge management could also improve 

the facilitator’s motivation to better deliver training materials to participants. The facilitators would be willing and motivated to 

attend the author’s suggested program to improve the facilitator’s ability to engage with participants during the online event. 

- Refine the new knowledge management Standard Operating Procedure (SOP) for the COVID-19 pandemic 

Bank Bunga must refine the knowledge management SOP, so the SOP could adapt to the current condition (the COVID-19 

pandemic) to increase knowledge management effectiveness because Bank Bunga is currently having various challenges regarding 

operation and internal communication. If the company adjusts and improves the SOP to the current condition, it could also improve 

the internal communication within the company. It is already challenging to share knowledge and information within the company 

before the pandemic, especially right now when the majority of the employees are doing remote working or Work from Home 

(WFH), thus it is important to refine the KM SOP to increase knowledge management effectiveness and also improve internal 

communication as well. 

- Maximize the utilization of knowledge platforms within the company 

The utilization of technology during the COVID-19 pandemic where the majority of employees are doing WFH is critical because 

it could be the platform that could help a company to share knowledge and information effectively and employees could still 

develop their knowledge using that knowledge platform. Technology plays a critical transformational role in transforming company 

culture to information sharing by facilitating knowledge sharing and collaboration among coworkers all over the world. Thus, if a 
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company already has various knowledge platforms, it is best to fully utilize them to support knowledge sharing within the 

company.  

- Hire the appropriate candidate as the Manager of Knowledge Management 

The Manager of Knowledge Management in a company is an important role because it is a person who is going to be responsible 

for the success of implementing a knowledge management strategy. Individuals in this job can also encourage innovation and 

cultural changes that are necessary for the organization to evolve and meet changing business needs. Knowledge workers can 

respond more swiftly with quicker access to information and resources within the organization. Employee happiness and output 

are boosted by good information management. They can quickly find the information they require and cause minimal disruption 

to their coworkers. Furthermore, a greater spread of knowledge leads to more effective decision-making at all levels of the 

company. Thus, it is important to hire the appropriate candidate as the Manager of Knowledge Management. 

- Conduct several KM programs and activities to solve KM issues 

Based on the research and analysis, the author found some KM issues in the company during the COVID-19 pandemic. The author 

then suggests various KM programs and activities resolve each issue. It is hoped that this KM program will help deal with various 

KM issues that have been found. Those KM programs and activities that the author suggested are in the form of Socialization 

(community of practice, knowledge cafe, mentor/mentee scheme, peer assist), Externalization (collaborative virtual workspaces 

and updating materials of the lesson learned from past projects), Combination (video sharing), and Internalization (benchmarking, 

learning review from past projects, and SOP reviews).  

 

CONCLUSIONS 

 

The COVID-19 pandemic makes a lot of companies have to apply remote-working situations, including Bank Bunga, and the 

company still has to carry out knowledge management programs even in remote-working situations. It was found from the 

interview that the implementation of Knowledge Management (KM) in Bank Bunga is not optimized during the COVID-19 

pandemic. The author addresses the knowledge management strategies in Bank Bunga by using People, Process, and Technology 

as the key elements to align with the KM initiatives. Afterward, the author uses Codification & Personalization when the 

codification is the dominant one and the personalization is the second one for KM strategy in Bank Bunga. The author then 

presented the SECI Model for Bank Bunga aims to improve the company’s knowledge transfer system by connecting current and 

expected SECI to improve the implementation of knowledge management in Bank Bunga during the COVID-19 pandemic. The 

recommendations for Bank Bunga are (a) increase the employees’ awareness of the importance of knowledge management, (b) 

refine the new knowledge management Standard Operating Procedure (SOP) for the COVID-19 pandemic, (c) maximize the 

utilization of knowledge platforms within the company, (d) Hire the appropriate candidate as the Manager of Knowledge 

Management, and (e) conduct several KM programs and activities to solve KM issues. 
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