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ABSTRACT  
 
A significant public health issue that has a significant financial impact on the healthcare system is non-communicable diseases. 
Chronic kidney disease, a consequence of several non-communicable illnesses, is one condition requiring care. The World Health 
Organization (WHO) estimates that 850,000 people die from chronic kidney disease each year, adding to the global burden of 
illness. Hemodialysis is one of the treatments offered to people suffering from renal failure. Patients who undergo hemodialysis 
can alter their lifestyle while still maintaining their survival. PT. Sing Aji Sentosa (SAS) is a local supply hemodialysis concentrate 
company, a distributor of medicines and medical devices, which has developed us into a producer of concentrate and other 
products related to hemodialysis. This research aims to answer three key questions namely, what knowledge management system 
should be proposed to PT. SAS to solve the knowledge gap problem between employees, what knowledge management system 
should be proposed to address the product innovation problem, and what is the proposed implementation plan of the knowledge 
management system? This research employs a qualitative research method. Data were collected through interviews with 
stakeholders in the company, namely directors and division managers. Additionally, observations were conducted of PT. SAS 
operations. The data analysis identified ten sub-causes of the observed problems. In order to address these issues, a framework 
that combines people, processes, and technology with the SECI model. This ultimately results in increased productivity, more 
effective decision-making, and reduced operational costs due to a reduction in the necessity for error correction or rework. The 
design of the knowledge management system implementation spanned one year. This research underscores the significance of 
knowledge management in the success of hemodialysis and medical device manufacturers. The challenges encountered in PT. 
SAS's knowledge management strategies will widen the discrepancy between employees and support local product innovation. A 
culture of learning and sharing will foster and guarantee product quality. We are pleased to utilize domestic products. 
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INTRODUCTION 
 
A significant public health issue that has a significant financial impact on the healthcare system is non-communicable diseases. 
Chronic kidney disease, a consequence of several non-communicable illnesses, is one condition requiring care. The World Health 
Organization (WHO) estimates that 850,000 people die from chronic kidney disease each year, adding to the global burden of 
illness (Schieppati & Remuzzi, 2005). Hemodialysis is one of the treatments offered to people suffering from renal failure. Patients 
who undergo hemodialysis can alter their lifestyle while still maintaining their survival. The patient's everyday activities, 
medication use, sleep and rest patterns, and food will all change.  The healthcare sector faces a more complicated and dynamic 
environment and competition. Companies now face more significant challenges in surviving and maintaining competitiveness due 
to advanced technologies and rapidly changing client demands.  

The process through which individuals in organizations locate, exchange, and create knowledge for action is known as 
knowledge management (KM), and it is being successfully used in business and other domains to encourage knowledge creation 
and sharing for improved organizational resource utilization and competitiveness. KM processes collaborate with individuals' 
learning processes and organizations to empower, improve, and nurture new knowledge and solutions for enterprises. KM is 
becoming an essential indicator for quality improvement for many firms. KM practices have much to offer the healthcare sector, 
particularly in hospitals. However, more research is needed to determine whether KM can improve the quality of hemodialysis 
facilities. PT. Sing Aji Sentosa (SAS) is a local supply hemodialysis concentrate company in Indonesia, a distributor of medicines 
and medical devices, which has developed us into a producer of concentrate and other products related to hemodialysis. To improve 
the quality of PT. SAS, a home care dialysis service is needed to reach chronic kidney disease patients who need it. The products 
offered by PT. SAS focus on providing dialysis machine health equipment. Acid concentrate part A and Bicarbonate concentrate 
part B are hemodialysis concentrates that are PT. SAS's mainstay, so product innovation is needed to differentiate it from products 
offered by Indonesia. 
 
METHOD 
 
This study employs a qualitative research method. Two key considerations informed the decision to employ a qualitative 
methodology in this study. Firstly, the study's objectives, which pertain to employees' experiences while working, were taken into 
account. Secondly, the relatively small number of employees in each division at PT. SAS was a significant factor. 
 
 
 
 
 



South East Asia Journal of Contemporary Business, Economics and Law, Vol. 33, Issue 1 (Dec)                                                                               
ISSN 2289-1560  2024 

 

 26 

 
 

ANALYSIS 
 
The author conducted semi-structured interviews and observations with two individuals occupying managerial roles within the 
product and production departments of PT. SAS system was also considered. Several problems and information emerged regarding 
the interviewees' work based on these interviews and observations. These will be coded and included in the themes that form the 
stages of the thematic analysis. 

In accordance with the aforementioned themes, the coding is divided into two categories: sub-causes and 
recommendations from interviewees and observations. The division will be presented in the table below. 
 

Table 1: Coding Type Causes 
 

No. Code Type 
1. There is a gap in employee knowledge. Sub-Cause 
2. No platform for sharing knowledge. Sub-Cause 
3. A safe platform for sharing knowledge. Recommendation 
4. No access to training resources. Sub-Cause 
5. Create a sharing session. Recommendation 
6. Create a proper training and development program. Recommendation 
7. Ineffective stored document platform. Sub-Cause 
8. Create a platform for stored documents. Sub-Cause 
9. Create a central database. Sub-Cause 
10. Create SOP. Recommendation 

11. There is no process for converting tacit knowledge into 
explicit knowledge. Sub-Cause 

12. Management encourages learning and development in 
the future. Recommendation 

13. Evaluation system. Recommendation 
14. Lack of existing culture of learning in the company. Sub-Cause 
15. Basic computing skills. Recommendation 
16. Communication skills. Recommendation 

17. Project management knowledge (leadership, problem 
management). Sub-Cause 

18. Lack of knowledge management. Sub-Cause 
 
BUSINESS SOLUTION 
 
PT. SAS must implement a knowledge management strategy at the individual or company level. The company has identified 
several issues related to the application of knowledge management based on interviews and observations of employees in the PT 
environment. PT. SAS is facing ten sub-causes related to knowledge management. These include a lack of knowledge sharing 
among employees, a lack of a platform for sharing knowledge, limited access to training and development resources, an ineffective 
stored document platform, a lack of a platform for stored documents, a lack of a database, a lack of processing for converting tacit 
knowledge into explicit knowledge, a lack of knowledge about knowledge management and a lack of an existing culture of learning 
in the company. 

The function of knowledge management is to facilitate the resolution of existing knowledge management issues. In order 
to resolve the aforementioned sub-causes, it is first necessary to determine the respective knowledge management objectives, which 
are then assigned to the KM framework of people, processes, and technology. In an organisational context, the individuals engaged 
in knowledge management activities are referred to as "people". This encompasses the hiring, training, motivation, and retention 
of operators of the knowledge management system. The process aspect pertains to the procedures, practices, and policies that 
regulate knowledge management activities. These processes include the creation, documentation, storage, retrieval, and 
dissemination of knowledge. The term 'technology' refers to the tools, systems, and platforms that support knowledge management. 
This includes hardware and software applications such as databases, intranets, and collaboration tools. The methods used will be 
explained in the table below. 
 

Table 2: Business Solution Knowledge Management 
 

Business Issue Sub Cause KM Objective People Process Technology 
 A lack of 

knowledge 
between 
employees 

Create a 
platform for 
sharing 
knowledge and 
expertise. 

Director, 
Manager, 
Employee 

SAS Talk, 
Mentoring 1 
on 1 

Digital 
Material, Cloud 

 No established 
platform for 
sharing 
knowledge 

To create a 
platform where 
employees can 
share their 
knowledge and 
expertise with 

Director, 
Manager, 
Employee 

SAS KMS 
Portal 

Knowledge 
Cloud 
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others in the 
company. 

Lack of quaility 
employee 
performance and 
absence of 
product 
innovation 

The platform 
could be more 
effective for 
storing 
documents. 

Set up a new 
document 
management 
system to store 
important 
knowledge and 
make it 
accessible to 
employees. 

Director, 
Manager, 
Employee 

SAS drive Portal 
Knowledge 
Management 
System 

 There needs to be 
more awareness 
and 
understanding of 
knowledge 
management. 

Improve 
understanding of 
knowledge 
management 
processes and 
how they work 
in the business. 

Director, 
Manager, 
Employee 

SAS 
Training 

Knowledge 
Cloud 

 The absence of a 
database 

Create a central 
database to store 
important 
information and 
knowledge 
assets. 

Director, 
Manager, 
Employee 

SAS KMS 
Portal 

Knowledge 
Cloud 

 A process must 
be in place to 
convert tacit 
knowledge into 
explicit 
knowledge. 

Make it easier to 
share and 
document 
knowledge that 
does not need to 
be more easily 
written down. 

Director, 
Manager, 
Employee 

SOP KM, 
Exit 
Interview 

Knowledge 
Cloud 

 More access to 
training and 
development 
resources is 
needed. 

Make training 
and development 
resources 
available to all 
employees so 
they can do their 
jobs well. 

Director, 
Manager, 
Employee 

SAS 
Training 

Knowledge 
Cloud, Digital 
Material 

 There currently 
needs to be a 
culture of 
learning within 
the company. 

Make learning a 
company culture 
where 
employees 
improve their 
knowledge and 
skills. 

Director, 
Manager, 
Employee 

SAS Award Media Social 

 
SECI MODEL 
 
Socialization 
 
Socialization is the process through which experiences are shared, facilitating tacit knowledge creation. This encompasses the 
development of shared mental models and technical competencies. The SAS talk is a sharing session conducted by employees of 
PT. The SAS sessions will facilitate discussion on a number of topics, including the challenges encountered and the strategies 
employed to overcome them. Furthermore, updates on the status of ongoing production will be provided. One-to-one mentoring is 
a personal sharing session that enables the resolution of issues and the provision of individual motivation, thereby facilitating 
employee performance. The results of this undertaking may be recorded in the form of audio or video recordings or documents 
generated from the sharing sessions, which can be accessed and viewed on the SAS KMS Cloud.   

In addition, SAS training is optional. The SAS Training program is a mentoring initiative between employees and 
management conducted by internal personnel. Training represents an efficacious method for addressing knowledge deficits among 
employees within an organizational context. Employees may feel they lack the requisite assistance and guidance to enhance their 
abilities and expertise, given the absence of a transparent platform for knowledge sharing and the constrained accessibility to 
training and development resources. Implementing a mentorship program allows employees to benefit from the wisdom and 
experience of more senior colleagues. In such a program, the speaker is typically an employee or a member of management who 
has received training or certification from an external source and has subsequently undergone further training. This allows each 
employee to be equipped according to their knowledge and the needs of their respective role.  
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The subsequent item is the SAS Drive, which functions as a collaborative instrument that can prove an efficacious 
solution to an organization's deficit of shared knowledge. The employees can utilize the SAS Drive on the SAS KMS Cloud portal 
to work collectively, exchange documents and experiences, and engage in discourse regarding present or historical difficulties. 

The SAS KMS portal is a web-based platform readily accessible to all employees from any location. The capacity of 
SAS Drive will facilitate the sharing of knowledge and collaboration across various divisions, thereby enhancing the accumulation 
of knowledge and the quality of decision-making. This collaboration platform facilitates the dissemination of the latest information 
and activities to employees, thereby enabling knowledge transfer between team members. Employees will have access to a more 
extensive range of knowledge and can contribute to the company's knowledge base by utilizing SAS KMS as a platform for 
knowledge exchange. Thus, implementing SAS KMS will benefit companies in improving knowledge management and fostering 
a learning culture. 
 
Externalization 
 
Externalization can be defined as the process of articulating tacit knowledge into explicit concepts, which is a crucial step in the 
knowledge transfer process. The initial step is to create standard operating procedures (SOPs) for knowledge management. The 
creation of standard operating procedures (SOPs) based on the experience and best practices of individual employees represents a 
crucial step in addressing the knowledge gap problem faced by the company. These standard operating procedures (SOPs) will 
serve as a reference for all employees, particularly those new to the company, as they gain familiarity with the organization's 
operational procedures, policies, and protocols. The implementation of a standard set of instructions provides employees with a 
clear understanding of the expectations placed upon them. In the event of encountering challenges or difficulties, they can refer to 
the SOP for guidance. This approach helps to ensure consistency in the quality of work and reduces the likelihood of errors or 
misunderstandings, ultimately leading to enhanced efficiency and production. Furthermore, the regular review and updating of 
SOPs ensures their continued relevance and alignment with any changes in the company's operations. A review and update can be 
conducted every two years.  

Furthermore, the periodic review and updating of standard operating procedures (SOPs) will guarantee their continued 
relevance and alignment with any modifications in the company's operational procedures. By adopting this approach, an 
organization can enhance its operational efficiency, optimize knowledge management, and guarantee that its employees possess 
the requisite information and competencies to perform their duties effectively. 

Secondly, it is recommended that lessons learned be created for each job, or alternatively, when findings are made on 
each job, as is the case with monthly reports. The creation of a document outlining the lessons learned from each job finding is an 
essential element of knowledge management. This allows the organization to document and archive information pertinent to 
specific problems, ensuring its accessibility for future endeavors. By doing so, companies can circumvent similar missteps and 
capitalize on the successes of previous projects. The document should encompass a comprehensive account of the project's 
strengths and weaknesses, along with a detailed analysis of potential alternative courses of action and the crucial insights gleaned 
from the project.  
This document can be used as a point of reference for future projects and as a teaching aid to help new employees understand the 
company's project management methodology. It can also be used to share knowledge between employees, helping them to learn 
from each other and exchange experiences. Therefore, creating a lessons learned document is an important step in developing a 
culture of learning and continuous improvement within the company. 

The final category of knowledge management tools is exit interviews. These are designed to retain the knowledge of 
employees who intend to leave the organization. The program entails interviewing employees who are on the cusp of retirement 
to document their insights, experiences, and expertise, which can then be disseminated to other individuals or teams. The 
implementation of exit interviews can assist organizations in retaining valuable expertise, particularly in critical areas, and mitigate 
the impact of high turnover rates on organizational knowledge. Exit interviews can also facilitate the identification of areas for 
improvement and the implementation of necessary changes to enhance employee retention and satisfaction. The analysis of data 
derived from exit interviews can inform future decision-making and ensure the sustainability of knowledge management programs. 
 
Combination 
 

A combination may be defined as transforming explicit knowledge into explicit knowledge. The creation of a knowledge 
repository is achieved through various processes and serves as a resource for others in the business, enabling the continuation of 
the knowledge management cycle. The acquisition of knowledge occurs both internally and externally through a combination 
process, which is then merged, edited, and utilized in a learning process, particularly for developing learning or training curricula, 
improving corporate practices, or improving product development. 

In this section, the knowledge management tool utilized is SAS KMS Portal. The SAS KMS is a comprehensive platform 
designed to facilitate storing, retrieving, and sharing project-related documents. The portal is a valuable tool for maintaining and 
disseminating a variety of project templates and documents within the organization. The SAS KMS is designed to provide a 
centralized repository for managing and storing all project-related documents and data accessible to employees. Furthermore, it is 
a repository for critical data sets, including vendor lists and customer information such as contact details, company names, and 
email addresses. The software permits employees to access the database anytime, furnishing them with the information required 
to contact the appropriate stakeholders in case of an issue. Furthermore, the program incorporates artificial intelligence that will 
facilitate the acceleration of searches and the consolidation of documents that remain pertinent to the theme searched by the 
employee. By establishing such a platform, organizations can enhance their knowledge management procedures and guarantee the 
accessibility of information to all pertinent stakeholders. 
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Internalization 
 
Internalization is the process by which explicit knowledge is transformed into tacit knowledge. It occurs when employees exchange 
mental models and technical know-how about their respective roles. This process is closely associated with the concept of "learning 
by doing", as postulated. 

Skills and knowledge enhancement through exposure to novel situations is the objective of SAS awards programs, which 
facilitate independent learning. Such activities as participating in leadership training programs or being placed in different types 
of situations that are distinct from the typical work environment may be considered examples of continuing education. The 
objective of the SAS award is to cultivate an organizational culture that fosters continuous learning and development. This can 
enhance employee engagement and retention, while also stimulating innovation and creativity. Subsequently, upon completion of 
the training program, participants will be expected to propose improvements to the company. Additionally, the program will 
incorporate e-learning modules, which will enable employees to pursue independent study with the option of taking a final 
examination at the conclusion of each course. It is essential to acknowledge and appreciate each employee's achievements to 
enhance motivation and engagement in the workplace. One effective approach is to provide a rating system, where each skill 
attained is assigned an asterisk. This allows for the identification of areas where employees may require support or guidance, 
ensuring that those with advanced skills are utilized to their fullest potential. 
 

Table 3: Knowledge Management Program 
 

KM Program Objectives Benefit 
SAS Talk A sharing session activity 

conducted by employees at PT. 
The SAS sessions will facilitate 
discussion on several topics, 
including the challenges 
encountered and the strategies 
employed to overcome them 

It is recommended that efforts be made 
to ensure that all employees possess a 
similar level of knowledge, thereby 
reducing the need for third parties to 
provide support. 

Mentoring one-on-one A personal sharing session to 
resolve issues and provide 
individual motivation, thereby 
facilitating employee 
performance. 

It is essential to ensure that all 
employees possess a similar level of 
knowledge and expertise. 

SAS Training A mentoring initiative between 
employees and management 
conducted by internal personnel. 
Training represents an efficacious 
method for addressing knowledge 
deficits among employees within 
an organizational context. 

The objective is to enhance employee 
knowledge and competencies, thereby 
optimising efficiency and 
effectiveness. 

SAS Drive Which functions as a 
collaborative instrument that can 
prove an efficacious solution to 
an organization's deficit of shared 
knowledge 

The objective is to facilitate the 
integration of new employees, enhance 
operational efficiency and 
effectiveness, and mitigate the risk of 
incomplete documentation. 

SOP KM SOP will serve as a reference for 
all employees, particularly those 
new to the company, as they gain 
familiarity with the organization's 
operational procedures, policies, 
and protocols. 

It is recommended that new employees 
be provided with a more streamlined 
process for acclimation, which will 
ultimately lead to enhanced efficiency 
and effectiveness. 

Monthly Report and Exit 
Interview 

As with monthly reports, the 
lessons learned will be created for 
each job or when findings are 
made on each job.  Exit 
interviews can also facilitate the 
identification of areas for 
improvement and implementing 
necessary changes to enhance 
employee retention and 
satisfaction.. 

The objective is to maintain existing 
knowledge. 

SAS KMS Portal A comprehensive platform 
designed to facilitate storing, 
retrieving, and sharing project-
related documents. The portal is a 
valuable tool for maintaining and 
disseminating a variety of project 

The generation of novel concepts, the 
development of proprietary products, 
and the minimisation of reliance on 
third parties engaged in design projects 
can facilitate the generation of profits. 
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templates and documents within 
the organization. 

SAS Awards To cultivate an organizational 
culture that fosters continuous 
learning and development. This 
can enhance employee 
engagement and retention, while 
also stimulating innovation and 
creativity. 

The objective is to facilitate the 
implementation of knowledge 
management. 

 
IMPLEMENTATION PLAN 
 
The implementation plan will be divided into four stages: design, socialization, implementation, and evaluation. The latter will 
commence in January 2025, once all work projects have been completed, and will run for one year. 
 
Table 4: Implementation Plan 
 

No Activities PIC 
Timeline 

Jan 
-25 

Feb 
-25 

Mar 
-25 

Apr 
-25 

May 
-25 

Jun 
-25 

Jul-
25 

Aug 
-25 

Sep 
-25 

Oct 
-25 

Nov 
-25 

Dec 
-25 

Jan 
-26 

Design KM Timeline 

1 

Plan and the pursuit of 
outsourcing opportunities 
to facilitate the creation of 
SAS Drive and SAS KMS 
Portal 

KM 
Manager 

             

2 
Budget plan to 
implementing knowledge 
management system 

KM 
Manager              

3 Approval Director KM 
Manager              

4 Outsources SAS KMS KM 
Manager              

5 Build the program KMS KM 
Manager              

Introduction 

6 Introduce employees KM 
Manager              

7 Train employees to do and 
use KMS 

KM 
Manager              

Implementation 

8 Implementing KMS 
program 

KM 
Manager              

9 Monitoring progress of 
KMS program 

KM 
Manager              

Evaluation 

10 Evaluating the effect of 
KMS program 

KM 
Manager              

 
CONCLUSION 
 
The issue of declining product innovation at PT. SAS was identified through a detailed analysis of the underlying causes. These 
included ineffectiveness in managing the company caused by the absence of standard operating procedures (SOPs), dependence 
on third parties, difficulty in data collection, and knowledge gaps among employees. Furthermore, the objective is to reduce 
operational costs, which begins with making operations more effective and efficient. To ascertain the most appropriate knowledge 
management strategy to address these issues, observations, and interviews were conducted with two managers in PT. SAS, namely 
the Product Manager and the Production Manager. 

The results of the interviews and observations conducted revealed the existence of ten sub-causes of knowledge 
management problems at PT. SAS The following issues were identified as contributing to the sub-causes of knowledge 
management problems at PT. SAS: A lack of knowledge among employees; No established platform for sharing knowledge; The 
platform could be more effective for storing documents; There needs to be more awareness and understanding of knowledge 
management; The absence of a database; A process must be in place to convert tacit knowledge into explicit knowledge; More 
access to training and development resources is needed; There currently needs to be a culture of learning within the company. In 
order to address these issues, a framework combining people, process, and technology with the SECI model is proposed. 
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