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Abstract 

 

 The objective of research was to present 
the conceptual framework for creating criteria 
for  qual i ty  of  knowledge in  knowledge 
m a n a g e m e n t  s y s t e m s .  Th i s  r e search 
demonstrated the steps in knowledge quality 
process. Research methodology has mixed in 
b o t h  q u a l i t a t i v e  an d  q u a n t i t a t i v e . 
The preliminary result has shown the data 
analysis such as the quality criteria with 
measure of knowledge quality. The proposed 
quality criterions were timeliness, accuracy, 
completeness, consistent and relevancy. 
 
 

1. Introduction 
 

Knowledge management (KM) is a common 
function in organizations since it can create, 
storage, retrieval,  transfer and reuse 
knowledge. Nowadays,  knowledge is 
become the key resource, for its economic 
s t r e n g t h .  I t  i s  t h e  ma i n  f a c t o r  fo r 
organizations to gain competitive advantages. 
In addition, knowledge management in 
organizations is achieved as a result of 
having sufficient factors such as learning 
organization, knowledge sharing intention, 
t eam ac t iv i ty  [1 ] ,  t op  mana ge men t 
committment, collaboration and quality of 
knowledge [2]. Knowledge quality is the 
important factor for knowledge management 
process because knowledge quality can 
useful such as solving problem, decision 
support in work and innovation knowledge 
[3]. Knowledge management performance 
can measure by knowledge quality. However, 

measure of knowledge quality in knowledge 
management is challenge since measurement 
criterions are not accurate. Then, users are 
not confident in quality of knowledge that 
d e l i v e r y  o r  g a i n  f r o m  k n o w l e d g e 
management systems in orgaizations. 
 
 

From problem in quality criteria and the 
measurement of knowledge quality, the 
researcher demonstrates the criteria for quality of 
knowledge in knowledge management systems.  
Moreover, the proposed research conceptual 
framework has shown in Figure 1. 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1: Illustrates research conceptual framework 
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2. Theoretical Background 

2.1 Knowledge 

Intellectual capital is resource in the 
evaluation of global knowledge economics. 
Intangible asset are more important than 
tangible asset and organizations have 
intangible asset more than tangible asset. Dr. 
Steward said that “In the past, investment 
budget ratio between materials and 
knowledge is 80:20, and it is now change to 
30:70”. In the present, human resource is the 
most valuable asset in organizations because 
human uses all resources in organizations. 
Human resource has knowledge and can also 
use knowledge for managing other resources. 
Then, organizations aware in provides 
knowledge domain for users.  
Knowledge is “justified true belief” [4], it is 
an important approach interpreting certain 
aspects  of  organizat ional  act ivi t ies . 
Knowledge is integrate from individual 
history, skill, interpretion and reflection. 
Knowledge is a high value asset and it can 
u s e  f o r  d e c i s i o n  s u p p o r t  i n  w o r k .  
The knowledge creation process can be 
drawn from a distinction between two types 
of knowledge “tacit knowledge and explicit 
knowledge. Both knowledge are related. The 
assumption that knowledge is created 
through conversion between tacit and 
explicit knowledge. They allow us to 
postula te  four  d i f ferent  “modes”  of 
knowledge conversion:  (1) there is a mode 
of knowledge conversion that enables us to 
convert tacit knowledge through interaction 
be tween indiv iduals ,  wi l l  be  ca l led  
“socialization.” One important point to note 
here is that an individual can acquire tacit 
knowledge without  language, but  by 
observation, imitation, and practice, (2) there 
is a mode of knowledge conversion involves 
the use of social processes to combine 
different bodies of explicit knowledge held 
by individuals, will be called “combination.” 
I n d i v i d ua l s  e x c h a ng e  a nd  c o mb i n e 

k n o w l e d g e  t h r o u g h  s u c h  e x c h a n g e 
mechanisms as meetings and telephone 
conversations, (3) there is a mode of 
knowledge conversion of tacit knowledge 
into explicit knowledge, which will be called 
“externalization.”  There is a mode through 
such exchange mechanisms as conversation 
and reflection knowledge, (4) there is a mode 
of knowledge conversion of explici t 
knowledge into tacit knowledge, which bears 
some similarity to the traditional notion of 
“learning” and will be referred to here as 
“internalization.” Figure 2 illustrates the four  
modes of knowledge conversion. 

 

 

 

 

 

 

 

 

 

 
 
Figure 2: Illustrates the four modes of     
               knowledge conversion 

 
2.2 Quality 
 

There are many definitions of quality, such 
as "fitness for use", "fitness for purpose", 
"conformance to requirements". Each of 
these statements represents a facet of quality 
and is incorporated into the international 
definition, given below:  
Deming (1940) defines quality as quality of 
design and quality of the process; it is 
perception of the value of the suppliers' work 
output.  
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C r o s b y  ( 1 9 7 9 )  d e f i n e s  q u a l i t y  a s 
conformance to requirement.   
ISO 9000-2000 defines quality as fit for the 
purpose or fitness for use or conformance to 
requirements.  
Garvin (1987) proposes eight critical 
dimensions or categories of quality that can 
serve as a framework for strategic analysis: 
1) performance refers to a product's primary 
operating characteristics, 2) features are 
usually the secondary aspects of performance, 
the "bells and whistles" of products and 
se rv i ces ,  t hose  cha rac t e r i s t i c s  t ha t 
supplement  the i r  bas ic  funct ioning,              
3) reliability, this dimension reflects the 
probability of a product malfunctioning or 
failing within a specified time period,          
4) conformance, is the degree to which a 
product's design and operating characteristics 
meet established standards, 5) durability, a 
measure of product life, durability has both 
economic  and  technica l  d imens ions     
6) serviceability, is the speed, courtesy, 
competence, and ease of repair. Consumers 

are concerned not only about a product 
breaking down but also about the time before 
service is restored, the timeliness with which 
service appointments are kept, the nature of 
dealings with service personnel, and the 
frequency with which service calls or repairs 
fai l  to correct  outstanding problems              
7) aesthetics, is a subjective dimension of 
quality. How a product looks, feels, sounds, 
tastes, or smells is a matter of personal 
judgment and a reflection of individual 
preference. On this dimension of quality it 
may be difficult to please everyone and        
8) perceived quality,  consumers do not 
always have complete information about a 
product's or service's attributes; indirect 
measures may be their only basis for 
comparing brands. A product's durability for 
example can seldom be observed directly; it 
must usually be inferred from various 
tangible and intangible aspects of the product. 

        
From quality define, knowledge quality as  
fit for the purpose or fitness for use or  
conformance to requirements and useful.  

Table 1: Information Quality Criteria 

Criteria                   

Accuracy 
Accessibility 
Amount of data 
Availability 
Believability 
Completeness 
Concise representation 
Consistent representation 
Ease of manipulation 
Free-of-Error 
Interpretability 
Objectivity 
Reliability 
Relevancy 
Reputation 
Security 
Timeliness 
Trust 
Understandability 
Value-Added 
Verifiability 
 

Worthy 
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Measurement criteria factors of national 
knowledge assets; in relation to the valuation, 
growth, monitoring and management of 
intangible assets such as information, 
knowledge, innovation and other derivatives, 
is not consistent. But, results from literature 
review and survey research, show that 
measurement criteria factors of information 
quality and quality metrics can be represent 
in Table 1. 

3. Research Methodology 
 

Researchers are creating criteria for quality 
of knowledge. This part consists of six 
section:1) literature review: materials and 
research report on knowledge management 
field and quality criteria, 2) study IEEE 
standard for software quality such as IEEE 
standard 1061-1992, IEEE standard 1061-
1998, 3) synthesis quality criteria in 
knowledge 4) measure of reliability and 
validity of data by statistics method 5) use 
Delphi technique as questionnaires (closed-
ended question and open-ended question) 
make an enquiry from experts 6) analysis 
and measure of questionnaires by statistics 
parameter such as arithmetic mean, median, 
mode, range, quintile, standard deviation and 
variance.   
 
3.1 Preliminary Research Result 
 
In this section, researchers present the 
preliminary result from literature review, 
analyze the relationships between data, 
information and knowledge, system theory 
and then, determine the result. We found that 
knowledge quality relate to data quality and 
information quality. Then, information 
quality criteria can be used to measure the 
knowledge quality. We analyse data from 
survey report and found the total reliability 
(α) equal to 0.8454 as shown the result in 
Table 2.   
 
From Table 2, the results show that the 
highest important information quality criteria 

are the probability criterions with measure of 

knowledge quality such as timeliness, 
accuracy, completeness, consistent and 
relevancy, respectively. 

 
Criteria 

 
Frequency 

 
Percent 

 
Timeliness 17 94.4 
Accuracy 16 88.9 
Completeness 16 88.9 
Consistent representation 12 66.7 
Relevancy 11 61.1 
Concise representation 8 44.4 
Believability 7 38.9 
Reliability 7 38.9 
Reputation 7 38.9 
Understandability 7 38.9 
Accessibility 6 33.3 
Objectivity 6 33.3 
Amount of data 5 27.8 
Interpretability 5 37.8 
Security 5 27.8 
Availability 4 22.2 
Ease of manipulation 4 22.2 
Free-of-Error 3 16.7 
Value-Added 3 16.7 
Verifiability 2 11.1 
Trust 1 5.6 
Worthy 1 5.6 

Table 2:  Frequency of Selection by Order of 
   Information Quality Criteria 

 
4. Discussion 

 

This research, researchers try to emphasize 
on quality of knowledge using expert’ 
opinions based on Delphi technique. For control 
quality of knowledge, it can use many 
techniques. In the future, researchers will 
collect data from experts and use trust-based 
recommendation to form quality metrics and 
quality measurement. In addition, we plan to 
use focus group and snowball technique for 
this additional research.  Since the snow ball 
technique is non-probability sampling or 
other word represent that it is chance 
procedure. We believe that with using many 
techniques, we can promote quality metrics 
and knowledge quality assessment.  
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5. Conclusions 
 

In this research, we tried to develop criterions for 
quality of knowledge in knowledge management 
systems. We also presented the conceptual 
framework for measurement the quality of 
knowledge. The preliminary result of this paper 
came from the survey and data analysis. We 
found the probability criteria with measure of 
knowledge quality in term of timeliness, 
accuracy, completeness, consistent and relevancy. 
In the near future, we will evaluate the quality 
criterions of knowledge in knowledge 
management systems with Delphi technique 
and other methods. 
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