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Abstract 

 

The importance of knowledge transfer inside organizations is an undisputable fact, which got the 

attention of managers in recent decades. One of the most important reasons that make the knowledge 

transfer a compulsory task is the danger of its loss.  

Storytelling in any of its forms, including movie script writing, facilitates knowledge transfer by the 

use of its potency in representing different information’s component and interrelationships between 

them. But using movies and movie-scripts in organizations as a knowledge management tool is not as 

easy as it sounds. There are some issues that should be considered, otherwise the result will not be as 

good as expected or can even have negative effects on the audience.  

Based on a search that we have done, we noticed the lack of a comprehensive research which tackles 

these issues from both knowledge management and scriptwriting perspectives, and provides practical 

solutions for them. In this thesis we introduce a set of guidelines to inspire knowledge managers or 

screenwriters who are supposed to write a movie script for transferring knowledge inside 

organizations. These guidelines may facilitate this process by guiding them to foresee and prevent the 

issues and solve the problems which may occur.  

For achieving this goal, we first did a comprehensive literature review and developed a set of 

guidelines. Then we applied the resulted guidelines on a case. Finally, we evaluated them by utilizing 

method triangulation. We asked experts' opinions about the applicability and efficiency of the 

guidelines, tested the clarity and understandability of them, and tested the performance of a movie 

script which we wrote for the case.  

The result of the evaluations was pretty satisfying. The knowledge management and screenwriting 

experts gave us positive comments about efficiency of the guidelines. The managers, who we 

consulted, found this set of guidelines applicable in real situations. The clarity and understandability 

test returned an average of 75.58% positive results, which shows that the user of the set of guidelines 

can read and understand it easily. Finally the test of the movie-script, which we wrote for a real case 

according to the guidelines, resulted in an average of 85% correct answers. It shows that we were 

successful in transferring the knowledge, which was embedded in the movie-script, to the recipients. 

The experts’ opinion and test results indicate that these guidelines are clear, understandable, 

applicable, and may efficiently facilitate the process of screenwriting for transferring knowledge 

inside organizations. It can increase the benefits that organizations make from investing in film 

production by the purpose of transferring knowledge internally. 
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Chapter 1: Introduction 

This chapter gives you a brief overview of this thesis. It begins with an introduction to 

knowledge transfer and how it may be related to screenwriting. Then we bring up one of the 

problems in this area, which we are addressing in this report. We raise a question for this 

research in part 1.3, and define a goal for it in 1.4. It is expected that reaching this goal will 

provide an answer for the research question and mitigates the problem. Section 1.5 explains 

the purpose of this research and then section 1.6 briefly introduces the method as a way we 

use to achieve the goal. Section 1.7 explains the limitations of this research and the points 

which do not lie in the scope of this study and may need further research. 

1.1 Background 

The importance of knowledge transfer inside organizations is an undisputable fact, which got 

the attention of managers in all kind of industries in recent decades. One of the most 

important reasons that made the knowledge transfer a compulsory task in the knowledge 

economy is the danger of its loss. Individuals develop their knowledge inside an organization 

and take it with them when they are leaving (Gupta & Govindarajan, 2000). The danger is 

still there, even if they do not leave the organization, unless they share their knowledge with 

other employees (Weiss, 1999). Some other benefits of knowledge transfer and knowledge 

sharing are: 

 Increasing the knowledge overlap between knowledge workers which per se increases 

the capacity of firm’s absorptivity (Cohen & Levinthal, 1990)  

 Facilitating organizational problem-solving activities (Bechky, 2003; Nickerson & 

Zenger, 2004) 

 Enhancing leadership performance, which will affect team performance (Srivastava et 

al., 2006) 

 Productivity improvement (Dyer & Nobeoka, 2000) 

 Reducing research costs (Mcevily et al., 2000) 

 Promotion of best practices by organizations (Hansen, 2002; Mcdermott & O'Dell, 

2001) 

 Reduction of redundant efforts for learning (Hansen, 2002; Mcdermott & O'Dell, 

2001) 
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There are a lot of various means for sharing and transferring knowledge internally in an 

organization including job-related documents, organizational rules, working procedures, and 

group meetings (Allee, 1997). The first step for having a successful knowledge transfer is to 

understand how an organization learns. The learning that takes place in organizations is 

known as Organizational Learning (OL). Organizational learning is dependent on group 

learning and group learning is dependent on individual learning. (Martin & Brun, 2009) This 

fact creates a two-way relationship between individuals and organizations in terms of 

learning. 

In traditional methods, learning was based on “transmission of knowledge from a 

knowledgeable source to a passive recipient” (Prusak & Matson, 2006). But today it has been 

proved that knowledge may be applied more efficiently when learners practiced it during 

learning. So, modern methods of learning, both individual and organizational, contain lots of 

practicing techniques, which may vary according to their input, output and stakeholders 

(Martin & Brun, 2009). 

Individual learners may practice during learning, by participating in tasks and observing the 

trainers while they are working in real situations. Sometimes when a trainer is teaching, she 

may not be able to explain something by words, or she may forget to explain it. Participation 

of the trainees in the real situation reveals every aspects of that situation and reduces the risk 

of important points remain unlearned.  

Teams of learners can also get practiced as Communities of Practice (CoP) in the 

organizations. They can join any working unit of a firm and experience everything by 

themselves under the supervision of an expert. In some cases the work is critical and 

participation of new and inexperienced employees may contain a high degree of risk. In such 

situation, the organization can simulate the real work situations for them in a fashion that 

they can practice new issues, without any risk if negative consequences. (Van Winkelen & 

McDermott, 2010) 

In most cases learners are learning the processes by looking and observing through a story 

that is going on. Storytelling is a popular method, which is used by organizations for 

transferring knowledge (Fog et al., 2005). Using an appropriate medium to tell these kinds of 

stories is also an important matter. The use of educational movies is an approach which may 

be used to transfer the valuable stories inside an organization. These movies can help learners 
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to learn faster and remember better. But, making movies for transferring knowledge is not an 

easy task. There are lots of factors which are needed to be considered to have a successful 

knowledge transfer. Otherwise, they may miss to represent a large portion of the knowledge 

which was intended to be transferred, during this process. Szulanski (2000) stated knowledge 

barriers and motivational barriers as two obstacles on the way of transferring knowledge. 

There are also some factors like arduous relationship, causal ambiguity, shared 

understanding, knowledge observability and absorptive capacity, which should be considered 

while performing a knowledge transfer process (King, 2006b).  

Some important materials are generally needed for an educational movie production. One of 

them is a well-formed story which is rich in terms of knowledge. There are various ways to 

find such knowledge intensive stories which are stored inside an organization and in the mind 

of its individuals. Searching through documents and interviewing personnel are two examples 

of these ways (Connell, 2006). Once we have a knowledge intensive story in hand, it is time 

to transform it into a movie script.  

In next section we discuss one of the problems that may occur while writing a movie script 

for facilitating knowledge transfer in an organization. 

1.2 Problem 

Storytelling in any of its forms, including movie script writing, facilitates knowledge transfer by the 

use of its potency in representing different information’s component and interrelationships between 

them(Connell, 2006). But using movies and movie-scripts in organizations as a knowledge 

management tool is not as easy as it sounds. There are some issues that should be considered, 

otherwise the result will not be as good as expected or can even have negative effects on the 

audience. Some of these issues can be counted as: level of story’s collector impact, level of 

abstraction, level of truthfulness, standards for using the gathered stories, and etc. (Snowden, 

2006). Based on a search that we have done, we noticed the lack of a comprehensive research 

which tackles these issues from both knowledge management and scriptwriting perspectives, 

and provides practical solutions for them.  

1.3 Question 

How we may facilitate screenwriting processes which aim to transfer knowledge inside 

organizations? Is it possible to foresee the issues and solve the problems which may occur 

during this process? 
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1.4 Goal 

The goal of this thesis is to introduce a set of guidelines to inspire knowledge managers or 

screenwriters who are supposed to write a movie script for transferring knowledge inside 

organizations. These guidelines may facilitate this process by guiding them to foresee and 

prevent the issues and solve the problems which may occur. 

1.5 Purpose  

By fulfillment of our goal, we have a set of guidelines which contains some important points 

that may be considered as an inspiration for knowledge managers and screenwriters during 

production of movies which are intended to transfer knowledge inside organizations. This set 

of guidelines covers both knowledge management and movie production considerations. It 

can increase the benefits that organizations make from investing in film production by the 

purpose of transferring knowledge internally.  

1.6 Method 

During this research we were committing ourselves to stick to a strict methodological path. 

The start point of this path was to perform a comprehensive literature review and present a 

thoughtful and well-formed research question and goal. In the next steps we needed to define 

our research approach and choose an appropriate strategy for our research. This research is a 

qualitative one and our research strategy is explained in chapter 2 that is dedicated to this 

purpose.  

The data generation methods which we used are interviews, observations, and reviewing 

literature which are discussed in details in chapter 2. The major types of the data which are 

generated by using these methods are qualitative, while in some parts of evaluation process of 

the guidelines, quantitative data is also generated. For analyzing the generated data we use 

both qualitative and quantitative data analysis methods. Figure 1 demonstrates the structure 

of this thesis.   

This part was just a brief introduction to the research method which is used in this research. 

You can find more detailed descriptions and motivations of selected methods about it in the 

2
nd

 chapter which is dedicated to our research methodology.  

  



 

 
 

5 

 

1.7 Limitations 

May be, short movie is not a good medium for transferring all kinds of knowledge. There 

may be some kinds of knowledge which require mediums other than movies to be transferred 

efficiently. Determining whether the type of knowledge that is chosen to be transferred via 

movies is appropriate or not, is not covered in this set of guidelines. It would require another 

research process. 

This set of guidelines is designed to be applicable for internal knowledge transfer in large and 

middle-sized organizations, and is not intended to be used in small organizations. The reason 

is that the application of this set of guidelines is resource consuming, which may not be 

affordable for small size companies. 

This set of guideline is applied on only one core story and in only one company, which is a 

large health care company in Sweden. The generalization of its application is only justified 

theoretically and is not tested practically in other organizations or countries.   

The more specific method limitations and the difficulties which we faced during this research 

are discussed in section
 
2.6. 
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Searching for 
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appropriate 
literatures 

Writing the 
literature 

review chapter 

Developing 
guidelines 
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Evaluating 
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Figure 1 - Thesis structure 
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1.8 Outline 

The second chapter defines a methodological path for this research. It discusses how we did 

our literature review, what the research type of this project is, what its research strategy is, 

what data generation methods are used and how the generated data are analyzed.  

The third chapter is the extended background. It is divided into two main sections. The first 

one contains several subsections each of them discuses one of the subareas of knowledge 

management which is closely related to this research. The second section introduces the main 

concepts of screenwriting as one of the most important steps in the process of movie 

production, and the main area of focus in this research. 

In the fourth chapter we develop a set of guidelines by analyzing the data we gathered from 

several literatures. Then we explain how we applied these guidelines on a real case in the 

fifth chapter and how we evaluated the guidelines in chapter six. Finally, the conclusion of 

this research is provided in chapter seven. 
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Chapter 2: Method 

During this research we are committing ourselves to sticking into a strict methodological 

path. For designing the methodology of our research we studied several predefined research 

strategies but since none of them exactly matched all of our research needs, we decided to 

have our own research strategy, and break it down into different sections and then designing 

each section according to available methodology literatures. As you can see in figure 2, we 

broke down the whole process to four main sub-processes to make it easier to manage and 

discuss. These sub-processes are studying literatures, developing guidelines, applying 

guidelines on a case, and evaluating guidelines. As it can be induced from figure 2, we 

performed these sub-processes in a linear order. Each section of this chapter is dedicated to 

discuss one of these sub processes.  

 

 

Figure 2 - Method structure 

2.1 Studying Literature 

A systematic and comprehensive search is an essential part of a good research, which 

provides the researcher with a rapid, trustable overview of the topic’s field. It is also a 

necessary task that prevents a researcher from reinventing of the wheel (Rugg & Petre, 2007). 

We did our literature review in 3 phases. First phase was searching for literatures which are 

relevant to our research question, second one was selecting appropriate literature among the 

search results and third phase was writing the extended background chapter based on the 

selected literatures.  

Instead of doing our literature review in a haphazard manner, we did it systematically to 

make sure that we would find relevant literatures. First of all we determined the type of 

literatures we were searching for at each step. Moreover, we determined the search terms and 

Studying 
literatures 

Developing 
guidelines 

Applying 
guidelines 
on a case 

Evaluating 
guidelines 

Thesis 
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keywords which are logical and related to our research and are derived from our research 

question. (Aveyard, 2010) 

 

Figure 3 - Structure of studying literatures 

This research is a multidisciplinary one. The two main broad areas, which this research lies 

in, are knowledge management and movie making. Our focus in the area of knowledge 

management is on knowledge transfer and in the area of movie making is on screenwriting. 

Although we already had a general perspective of knowledge management, we needed to get 

more familiar with the concepts of external and internal knowledge, knowledge transfer, 

knowledge sharing, organizational learning, knowledge representation, organization’s 

storytelling and current application of movies in organizations. To satisfy this goal we 

searched the KTH library for some books, which contain an introduction chapter to one or 

more of these topics. Some of the keywords we used in this step were knowledge 

management, knowledge sharing, organizational learning, knowledge transfer, storytelling, 

knowledge depreciation, knowledge representation, internal and external knowledge, and etc. 

Some of such books that guided us through our research are as follow: 

 Knowledge Management and Organizational Learning – A Reader (Prusak & Matson, 

2006) 

 The knowledge evolution: Expanding (Allee, 1997) 

 Working knowledge: How organizations manage what they know (Davenport & 

Prusak, 1998) 
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 Storytelling: Branding in practice (Fog et al., 2005) 

 Knowledge emergence: Social, Technical, and Evolutionary Dimensions of 

Knowledge Creation(Nonaka & Nishiguchi, 2001) 

On the other hand we did not have any knowledge regarding movie making and 

screenwriting. So we started by studying some books about screenwriting which we have 

found in the library of Swedish Film Institute (SFI). Some of the keywords we used in this 

step were screenwriting, scriptwriting, screenplay, movie script, storytelling, and etc. Some 

of the books that we found and studied are: 

 Teach yourself screenwriting (Frensham, 2008) 

 Screenwriting 101: The essential craft of feature film writing (Hicks, 1999) 

 Writing for film: The basic of screenwriting (Bowden, 2006) 

 Developing story ideas (Rabiger, 2000) 

 The screenwriter’s bible: a complete guide to writing, formatting, and selling your 

spec script (Trottier, 1995) 

 Screenwriting is storytelling: Creating an A-list screenplay that sells (Wright, 2004) 

After we got more familiar with the areas of this research, we went one step further to find 

and study the literatures which give us more information. An efficient way of doing so is 

finding some review articles. As Rugg and Petre (2007, p. 50) defined, “Review articles 

review what has been done in a field over the last 10 to 20 years” and “are typically crammed 

with descriptions of the main approaches which have been tried, and the main articles about 

them”. The most probable place that a review article may be published is in a journal. We 

used the databases of SpringerLink, Inspec and KTH library for searching for such articles 

and the keywords, which we used, were mostly the same as the previous step. Some 

examples of these articles are: 

 Difficulties in diffusion of tacit knowledge in organizations (Haldin-Herrgard, 2000) 

 Knowledge management and knowledge management systems (Alavi & Leidner, 

2001) 

 The storytelling organization: A study of story performance in an office supply firm 

(Boje, 1991) 

 Knowledge-Sharing dilemmas (Cabrera & Cabrera, 2002) 

 What is your strategy for managing knowledge (Hansen et al., 1999) 
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 The impact of knowledge stickiness on knowledge transfer implementation, 

internalization and satisfaction for multinational corporations (Li & Hsieh, 2009) 

 Toward a theory of knowledge reuse: Types of knowledge reuse situations and factors 

in reuse success (Markus, 2001) 

The last and most important step is to track down the key articles (Oates, 2006). The books 

and review articles we studied in prior steps introduced some key articles to us. One of them, 

which helped us a lot during this research, was Encyclopedia of Knowledge Management 

(Schwartz, 2006) (Schwartz, 2006) (Schwartz, 2006) (Schwartz, 2006). They also helped us 

to find more keywords for our search in this step. Some of these keywords are absorptive 

capacity, best practices, knowledge sharing barriers, enterprise knowledge, internal 

marketing, mentoring, film based learning, interview, intrinsic and extrinsic motivation, 

decoding and encoding competence, and etc. We searched these keywords through the 

databases of KTH library, IEEE, SpringerLink, Inspec and Google scholar.   

After making a list of potential literatures and articles from the results of our searches, we 

needed to make sure that each member of this list is directly relevant to our research question. 

Although we used related keywords for searching them, we could not rely only on the title of 

the literatures to determine the degree of their relevance to our research. For this reason, we 

read the abstract of each literature to get a general idea about its content and excluded those, 

which seem unrelated to our research question.(Aveyard, 2010)   

One of the limitations of our research method in this stage was the limitation of time that we 

were encountered and the broadness of our research area, so we had to be really strict about 

the relevance of a literature to our research question and only choose those literatures which 

we could clearly confirm their close and direct relation to our research , by reading their 

abstracts. So we cannot claim that we have read all relevant literatures, which exist in the 

areas and established our researched based on them. For systematically limiting the range of 

literatures, which we were obliged to review, we designed an inclusive and exclusive criteria 

as below. (Aveyard, 2010) 

 Inclusion criteria:  

 Primary or secondary research directly related to knowledge transfer, 

organizational storytelling, knowledge representation, learning, and 

screenwriting  
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 Only English literatures 

 Only Published literatures  

 Only literatures which were published after 1990 

 Exclusion criteria: 

 Primary or secondary researches which encompass knowledge transfer, 

organizational storytelling, knowledge representation, learning, and 

screenwriting; but their focus and primary topic are not closely related to at 

least one of these topics. 

 Literatures in a language other than English 

 Researches which are not published 

 Literature which was published before 1990 

We also did a ‘critical appraisal’ to determine whether each of the literatures on our list has 

sufficient quality to be considered in our research. We removed from our list, any literature 

which was written based on a research that was not done through a clear scientific manner. 

For achieving this goal we used Woolliams et al. (2009) critical appraisal tool which is 

presented in table 1.  

Table 1 - Critical appraisal tool (Woolliams, et al., 2009, p. 6) 

What ... exactly is being said? 

You need to make sure you understand any 

arguments being made before you start forming 

your own views and judgments. 

How… did they come to their conclusions?  

What method did they use for their research? 

Could someone else follow their process step-by-

step? Are these methods likely to produce 

reliable results? Could the research be influenced 

more by opinion than evidence? 

Who … has written (or said) this? 

What organization or individual? Are they an 

expert in the topic? What is their authority in this 

field? How can you tell? 

When … was this said/written? 

Some work done a long time ago is still valid. But 

its validity may be lessened, or cancelled, by 

more recent research or perspectives. 

Why … have the authors written this? 

What are they aiming to achieve? Could they 

have their own agenda? How can you tell? Is 

there any obvious bias? 

Where ... does/do the material or the views 

come from? 

Is the source trustworthy, and is it relevant to 

your focus? 
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After refining our reference list and confirming the relevance of its literatures, we read 

through all those literatures and extracted two types of information: 

1- Any information, which could be helpful to introduce the current state of the research 

areas, in which our thesis lies, to readers of our report. Later, we put selected 

information together, organized and refined them and wrote a chapter called extended 

background (Chapter 3) to make readers more familiar with our research areas.    

2- Any information, which could be helpful in developing a solution for our research 

question. We later used this information for developing our guidelines in chapter 4. 

We have listed all the references we used in this process at the end of this report. There are 

also some sources that we studies and gave us some valuable hints, but we did not used them 

directly in the report. You can find the list of these sources in bibliography section.  

In the next section (2.2 Developing guidelines) we will discuss the circumstances of 

developing a solution (a set of guidelines) for the research question, based on the latter type 

of collected information.   
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2.2 Developing Guidelines 

After gathering information which could be helpful in developing a solution for our research 

question we needed to put them together and interpret them in such a way that addresses the 

question of our research. 

 

Figure 4 - Structure of developing guideline 

Before we perform our analysis, we managed and categorized our gathered information in a 

way that becomes easily accessible. We started reading through all of the information again 

and categorize them based on the specific subjects they referred. Then we broke down each 

category to some sub-categories that represent the theme of the data units each of them 

contains. We tried to refine this categorization as much as possible.  (Oates, 2006) 

We wrote each of the potentially useful information we found and its source on a separate 

sheet of paper (review cards). By reading again through them and by using an inductive 

approach we found out that we can categorize them into two main categories of searching 

phase and screen writing phase. We placed any information, which was regarding the quality 

of identifying knowledge and collecting relevant stories, into first category. Any information 

about the quality of sorting and processing collected stories and writing a movie script based 

D
ev

el
o

p
in

g 
gu

id
el

in
es

 

Categorizing collected 
information 

Analyzing categorized 
information and finding some 

patterns among them 

Writing guidelines and support 
them by rational reasoning and 

data gathered from studying 
literatures 



 

 
 

14 

on the extracted information from these stories and/or research about the organization, was 

placed in the second category.  

Then by using a deductive approach we divided each category into five subcategories based 

on their relation to one of the five basic elements of knowledge transfer processes. Any 

process of knowledge transfer consists of five basic elements: source, channel, message, 

recipient, and context (Szulanski, 2000; Rogers, 1994). To have a successful transfer we 

should pay precise attention to all of these elements. So we decided to place each of the 

information, based on its relation to one of these elements, in one specific subcategory. We 

had no information about context in searching phase and channel in screenwriting phase. We 

also had some information in screenwriting phase, which were not directly related to any of 

these elements but could generally affect the quality of the written script. The final 

categorization is shown in figure 5.  

 

Figure 5 - Information categorization 

We again switched to the inductive approach and analyzed each sub-category to find a 

pattern in the data it contains. Then we built up our theory upon those patterns and tried to 

link them with theories we found in the literatures. As the result we developed a set of 

guidelines with 33 points to inspire knowledge managers or screenwriters who are supposed 

to write a movie script for transferring knowledge inside organizations. While we wrote this 

set of guidelines in the 4
th

 chapter, we supported each point with both rational reasoning and 

some scientific theories from studied literatures. (Oates, 2006) 

 

Gathered information 

Searching phase  

Message Source Recipient Channel 

Screenwriting phase 

Message Recipient Source Context General 



 

 
 

15 

2.3 Applying Guidelines on a Case 

After developing the guidelines we applied them on a case within its real life context to:  

 Examine whether the guidelines are applicable or not  

 Find any potential problem in the guidelines 

 Provide an example of the guideline application for readers of this literature, which 

may help them to have a better understanding of the guidelines and the circumstances 

of their application 

 

Figure 6 - Structure of guidelines application on a case structure 

The organization that we chose for applying our guidelines is a large health care company 

with more than 11,000 employees. It could be an appropriate organization since, as we 

explained previously, this set of guidelines is intended to be applied in large and middle-sized 

organizations which have a considerable number of employees. In other words, this 

organization is a typical of many other large and middle-sized organizations and can be a 

good representative of whole organizations with this specification.  

The data generation methods which we used while searching for a story in this organization 

were interview and observation. We applied these methods according the instructions which 

are provided in the guidelines. You can find these instructions with their details in chapter 4 

(Guideline Development). 
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We had 3 interviews with 4 employees of the organization. First, we started by interviewing 

one of the senior managers of the organization which was its training manager. She 

mentioned one of the gaps of the organization, and then introduced us to one of their 

employees who told her a story that contains the knowledge that addresses this gap. Later, we 

interviewed that employee, who was headmaster of some of the organization’s schools. This 

interview was more focused on the intended story and she introduced us to two other 

employees who were directly involved in the story.   As the last step we interviewed these 

two persons who were vice principals and teachers of the organization and were directly 

involved in the story. They may be considered as the sources of knowledge which is 

embedded in it. 

 

Figure 7 - Order of interviews 

All the interviews we performed were semi-structured interviews. It means that we had a 

specific theme for the questions of all the interviews and prepared some questions, according 

to the information we had at the moment. In some cases we had to change the order of the 

questions or add some new questions in the middle of the interview based on the 

conversation’s flow or the new issues that one of the interviewees brought up. If we had some 

completely structured interviews, we could not apply these changes in the middle of the 

interviews, and there were a risk of dismissing some valuable information.  On the other 

hand, if we had some completely unstructured interviews and asked the interviewee to talk 

freely it would be really time-consuming and the time span of our research did not allow us to 

do so. So, we prepared a set of questions for each interview and sent it to each interviewee a 

couple of days before that interview. We also mentioned that there may be some changes in 

these questions or some other questions may be added. Thus, each interviewee had a general 

overview of the interview and prepared herself for it. (Oates, 2006) 

While the interviewees responded to our questions; we did not interrupt them, or ask for 

clarification while they were talking. We did not express emotions such as disbelief, 
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approval, pleasure, disgust, surprise and so forth. We were non-judgmental and reactionless 

as far as possible; otherwise the interviewee might be tempted to give us the responses that 

we would like to hear, instead of the genuine answers. (Oates, 2006) 

After performing each interview, we transcribed it to make it easier for searching through and 

analyzing. At this stage we tried to write the words exactly same as they came out of the 

mouths of the interviewees, and the only things we omitted or edited were unfinished words 

and extra sounds. (Oates, 2006) 

We also performed some observations to check the data provided by the interviewees. We did 

so because there is always a risk of altering the reality by interviewees, or dismissing some 

valuable information because the interviewees are used to the environment around them and 

consider some important information as evident without any need for argument or 

explanation (Foster, 2006). So we asked the interviewees to show their work environment 

and the different sections of their schools to us. During these observations, we recorded 

whatever we found relevant to our work, or relevant to what the interviewees told at the 

interviews. We also used the results of these observations, while we wrote the movie script, 

to create an environment in it, which is close to the real one.  
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2.4 Evaluating Guidelines 

Although rational reasoning and our findings from studied literatures supported each point of 

the set of guidelines; we still needed to design a method for evaluating it. For this concern we 

employed method triangulation by asking experts' opinions about the applicability and 

efficiency of the guidelines, testing their clarity and understandability , and testing the 

performance of a movie script which was written based on the guidelines. You can see the 

structure of guidelines evaluation in figure 8. 

 

Figure 8 - Structure of guidelines evaluation  

To determine whether this set of guidelines is applicable in real world, we contacted the 

senior managers, who we interviewed while we were applying the guidelines on a case, and 

asked their general opinions and their opinion about its applicability. 

Then, to determine whether this set of guidelines is effective from knowledge management 

perspective, we contacted eight professionals in the field of knowledge management and 

asked them for a ten minutes interview appointment. During these interviews we would 
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discuss their general opinions about the set of guidelines and their opinions about its 

efficiency. The only one who accepted to have an interview was Dr. Åsa Smedberg. She is a 

senior lecturer and researcher at the Department of Computer and Systems Sciences in 

Stockholm University. She holds a Ph.D. degree in computer and systems sciences and has 

done several researches in the areas of Knowledge Management, Collaborative Learning, and 

the use of IT for continuous learning.  

We also contacted five professionals in the field of screenwriting to determine whether this 

set of guidelines is effective from screenwriting perspective. The only one who accepted to 

have an interview was professor Barbro Smeds. She is a professor of artistic knowledge and a 

senior lecturer in Stockholm Dramatiska Högskola. She has written over 25 screenplays since 

1989. Two of the courses she teaches are ‘Knowledge Reflection for Performing Artists’ and 

‘Practical Skills for School Teachers’. 

For testing the clarity and understandability of the set of guidelines we designed a 

questionnaire and asked 17 students to read the guidelines and then fill the questionnaire.  

Since number of professionals who have a practical experience of making movies for 

transferring knowledge inside organization is very limited and we could not reach any of 

them, despite putting a considerable effort on it, we had to choose ‘none-probability 

sampling’ over ‘probability sampling’. Probability sampling means researcher chose the 

samples because she believes that there is a high probability that they are representative of 

the overall population. On the other side, “none-probability sampling means that the 

researcher does not know whether the sample of people (or events) is representative- each 

member might have unique characteristics not shared with others in the overall population 

(Oates, 2006, p.96).    

The technique we applied for this reason was ‘Purposive sampling’. In purposive sampling, 

“the researcher deliberately hand-picks the sample, choosing instances that are likely to 

produce valuable data to meet the purpose of the research” (Oates, 2006). Since the 

professionals, who are expected to use and be benefited from this set of guidelines, normally 

have a bachelor or a higher degree; we selected our respondents among students who study 

different majors in one of the higher education institutes of Stockholm.   

We designed 24 closed questions and tried to keep them as brief as possible while they 

remain understandable and unambiguous. Each question is relevant to one or several points 
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of the guidelines and designed to evaluate the clarity and understandability of that specific 

point or points. We also tried to keep the questions objective. For this concern, we tried to 

ask questions that the participant may not know their answers before studying the guidelines. 

We also tried to design them in a way that their words do not conduct the participants to 

choose a particular answer. (Oates, 2006) 

Before presenting the questionnaire to respondents, we piloted it. We asked two of our 

friends who are studying master of Engineering and Management of Information Systems in 

KTH, to respond to the questions and try to find any difficulties in answering them and point 

out any vague or ambiguous question. Another reason to piloting it was to find out, whether 

the 15 minutes time we allocated for reading the set of guideline is reasonable. 

After making sure that designed questions have an acceptable quality, we asked the 

respondents to respond to the questionnaire under our supervision. Firstly we introduced our 

research to them briefly and explained the purpose of the test. We also explained that their 

responses will remain confidential and their participation in answering the questions is 

voluntary. Then we explained that they have 15 minutes to read through the set of guidelines 

and then they should return the guidelines to us and get the questionnaire and response to its 

questions according to the studied guidelines.  

The gathered data from these  test results is quantitative and we used quantitative methods for 

analyzing them. You can find the results and how we analyzed them in chapter 6. 

As the last step of the guidelines evaluation, we examined whether the script, which we wrote 

for the case, could be successful in transferring the knowledge, which was intended to be 

transfer. As you already read in section 2.3, we went to a large healthcare company and found 

a gap and knowledge to address that gap. Then we searched for an organizational story, 

which contains this knowledge and converted this story to a movie script. We did all these 

steps according to the guidelines.  

For examining whether this script could be effective in transferring the intended knowledge, 

we designed two cases and 5 questions for them. Then sent these cases along with the script 

to one of the managers we interviewed in the company. We asked her to provide them to 

some of her teachers and ask them to answer to the cases’ questions after reading the script.  
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She returned answers from 8 teachers to us. The data generated from the result of these tests 

are quantitative data and we used quantitative methods for analyzing them. You may find the 

results and how we analyzed them in chapter 6. 

2.5 Ethical Issues 

In the process of this thesis we tried our best to consider and follow the ethical issues. In sake 

of protecting confidential communications, we changed the names of the company and its 

managers, which we communicated with for our data generation and evaluation, since they 

did not want their name to be published. 

We carefully examined our work and tried to fix errors and mistakes. We were also very 

careful in selecting and using our references in literature search and study and with referring 

to them in the process of writing the report. 

Students, teachers and interviewees participated voluntarily in this project and the results of 

their participation are presented in the report with openness and honesty. 

2.6 Method Alternatives, Limitations, and Difficulties 

The methods we used for each stage of this thesis were not the only available options in hand. 

Each option has its own advantages and disadvantages, and our selection among them was 

based on the resources we had and the constraints we faced. In this section we discuss some 

of these alternative methods, the limitation of the methods that we chose, and the difficulties 

we faced during their application.  

One of the methods that we could apply for developing the set of guidelines was grounded 

theory. We could interview a couple of people who have been involved in process of 

knowledge transfer inside an organization via movie making, and then according to the clues 

that we found in these interviews track some other people for further interviews until we get 

to a point that we just needed to gather some data on just a few issues. Then we could gather 

the needed data via a questionnaire. At last we could create the guidelines by analyzing the 

data we collected through this process. The sampling method, which was most appropriate 

for this method, is non-probability sampling. The reason that we chose doing a literature 

review over this option was the limitation we encountered in accessing professionals who 

have a practical experience in this field.  We could just find a very few of these professionals 

in Sweden, and none of them responded to our request for interview. 
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Doing a comprehensive literature review was not an easy task either.   The time scope of 

doing this thesis was limited and because of this time limitation and the broadness of our 

research area, we had to be really strict about choosing the literatures that could be relevant to 

our research question. So, we only chose those literatures which we could confirm their close 

and direct relation to our research clearly, by reading their abstracts. That is why we cannot 

claim that we have read all the relevant literatures which exist in the areas and established our 

research based on them. 

The alternative method for evaluating the guidelines was to evaluate each points of it 

separately. We could apply each point separately on a case and compare the result with a 

script, which is written for that case without applying this specific point of guidelines. It 

could be a perfect evaluation, but since there are 33 points in the set of guidelines, it would 

take a very long time which was out of the scope of this project. So we decided to evaluate it 

by employing method triangulation. We asked experts' opinions about the applicability and 

efficiency of the guidelines, then tested the clarity and understandability of them, and at last 

tested the performance of a movie script which was written based on the guidelines.  

We still faced several difficulties during applying this method triangulation.  To determine 

whether this set of guidelines is applicable in real world, we contacted the senior managers, 

who we interviewed while we were applying the guidelines on a case, and asked them to 

assign 10 minutes time for an interview to express their general opinions and their opinions 

about its applicability. But they replied that their schedules are full and they cannot find a 

time for an interview. So we had to design some questions and sent them together with the 

guidelines to the managers, and ask them to answer those questions.  So, we could not have 

their opinion in detail and have a discussion about it.     

Then, to determine whether this set of guidelines is effective from knowledge management 

perspective, we contacted eight professionals in the field of knowledge management and 

asked them for a ten minutes interview appointment, during which we would discuss their 

general opinions about the set of guidelines and their opinions about its efficiency, but only 

one of them accepted to have an interview. The same thing happened when we contacted five 

professionals in the field of screenwriting to determine whether this set of guidelines is 

effective from screenwriting perspective. Again, only one of them accepted to have an 

interview. If we could have more interviews we would have more data for analyzing and 

make a conclusion upon, which would probably result in a more credible conclusion. 
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Another difficulty that we faced revealed itself at the phase of clarity and understandability 

test of the guidelines.  The test result was highly sensitive to the motivation of the 

respondents for reading the set of guidelines and answering to the questions. The respondents 

were supposed to read a set of guidelines with 33 main points and lots of sub-points and then 

response to 24 questions. So they needed to have a motivation for doing so, and creating this 

motivation was not an easy task, and there were some cases , which we were unsuccessful in. 

This resulted in having two outliers in our data set, which we eliminated using boxplot 

method.  
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Chapter 3: Extended Background 

In this chapter we introduce the current state of the research areas which are closely related to 

this research. Reading this chapter may prepare you for reading and understanding the 

following chapters. To achieve the goal of this thesis we need to do a multidisciplinary 

research. The two main areas, which this research lies in, are knowledge management and 

screenwriting, each of which contains several subareas. So we divide this chapter into two 

main sections and introduce these areas separately. The first section contains several 

subsections each of which is dedicated to one subarea of knowledge management, which is 

closely related to this research. The second section introduces the main concepts of 

screenwriting as one of the most important steps in the process of movie production. In next 

chapter (guideline development) we will use the theories which are discussed in this chapter 

in along with some other theories we found in the studied literatures, for developing our 

guidelines. 

3.1 Knowledge Management 

Turban (1992) defines organizational knowledge as structured and analyzed information that 

leads an organization to a better decision-making and problem solving. Drucker (2000) as 

cited in Jacobson (2006) believes that it is not money, capital, or technology but knowledge, 

which is the basis of a modern organization. To get the most out of this resource, 

organizations need to manage it efficiently. 

Parker and Nitse (2006) define Knowledge Management as “the process through which 

organizational performance is improved through better management of corporate 

knowledge”. For being able to survive in the competitive economy, Organizations must 

protect, use and spread their internal knowledge while obtaining external knowledge.  

Knowledge management uses four basic processes to take advantage of all available internal 

and external knowledge of an organization to improve its processes and increase its ability to 

compete with competitors. These processes are Knowledge acquisition, Knowledge storage, 

Knowledge transfer and Knowledge utilization. (Prat, 2006) 

In the next parts we will briefly introduce different kinds of organizational knowledge, their 

sources and some techniques to use them efficiently so that they becomes a source of 

competitive advantage for an organization. 



 

 
 

26 

3.1.1 External and Internal Knowledge 

External knowledge is a kind of knowledge that is available in the environment of an 

organization and is being used by it and its competitors. On the other hand, internal 

knowledge is specific to each organization, since it defines each organization’s ways of doing 

things, processes and decision-making. This kind of knowledge is not available in the 

environment, instead it exist inside the organization. Internal knowledge is one of the most 

important sources of competitive advantage, which adds critical values for an organization’s 

customers. (Andreu & Sieber, 2006) 

To prevent this valuable source from being lost, an organization needs to share or transfer its 

internal knowledge from its generating source to other units of the organization. Knowledge 

sharing and knowledge transfer terms are usually being used interchangeably, but there are 

slight differences between them. Since we will focus on knowledge transfer in this research, 

it seems necessary to explain the reasons that we chose this term over knowledge sharing. In 

next section we discuss the differences and similarities of these two terms, and justify our 

choice according to their differences.  

3.1.2 Knowledge Sharing vs. Knowledge Transfer 

Knowledge sharing and knowledge transfer terms are usually being used interchangeably, but 

there are slight differences between them. Depending on the researchers’ perspective, those 

who look at knowledge as an object prefer knowledge transfer term, while those who 

consider it as a process normally use the term knowledge sharing (Allee, 1997).   

Another important distinction between these two terms is that knowledge sharing usually 

happens unintentionally, multidirectional and usually has no clear aim while knowledge 

transfer is intentional, unidirectional and aimed (King, 2006a). 

Some researchers also refer to these two knowledge management processes by the term of 

knowledge reuse. Markus (2001) defined knowledge reuse as the process of capturing, 

verifying, filtering, storing, and retrieving the knowledge. Regardless of how we call them, 

these processes bring lots of advantages for an organization. One of these advantages is 

preventing them from reinventing the wheel continuously by working on problems that are 

already solved or redesigning processes that are already operating efficiently (King, 2006b).  

Some other benefits of knowledge transfer and knowledge sharing are: 
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 Increasing the knowledge overlap between knowledge workers which per se increases 

the capacity of firm’s absorptivity (Cohen & Levinthal, 1990)  

 Facilitating organizational problem-solving activities (Bechky, 2003; Nickerson & 

Zenger, 2004) 

 Enhancing leadership performance, which will affect team performance (Srivastava et 

al., 2006) 

 Productivity improvement (Dyer & Nobeoka, 2000) 

 Reducing research costs (Mcevily et al., 2000) 

 Promotion of best practices by organizations (Hansen, 2002; Mcdermott & O'Dell, 

2001) 

 Reduction of redundant efforts for learning (Hansen, 2002; Mcdermott & O'Dell, 

2001) 

Despite these benefits, organizations should be careful not to lose their creativity and 

innovativeness by over focusing on reusing past successful processes. If they fall into this 

trap, the rate of their advancement will be reduced dramatically. (Oshri, 2006) 

From now on we will only use knowledge transfer term in this report. The reason is that the 

process which we are discussing in this literature is an intentional, unidirectional, and aimed 

process. In the following section we will introduce knowledge transfer in more details to 

make its definition and application more tangible. 

3.1.3 Knowledge Transfer 

Since the focus of this project is on knowledge transfer, knowing more about this process 

may facilitate understanding of the further parts of this report. So, we discuss knowledge 

transfer and the qualities of its applications in this section. 

General definition of knowledge transfer is exchanging of knowledge between individuals, 

teams and groups in the organization regardless of being intended or unintended. As we 

mentioned previously, that is why sometimes knowledge sharing and knowledge transfer 

terms are using interchangeably. In a more concrete view, we can define knowledge transfer 

as an intentional flow of knowledge in a unidirectional way. Another characteristic of 

knowledge transfer is that its source, recipient and purpose are clearly defined. (King, 2006a; 

b) 
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Organizations are dependent on knowledge transfer to improve their decision-making and 

manage their daily work processes (Straub & Karahanna, 1998). Another important reason 

that makes knowledge creation and transferring a compulsory task is the danger of its loss. 

Individuals are developing their knowledge inside the organization and take it with 

themselves when they are leaving (Gupta & Govindarajan, 2000). The danger is still there, 

even if they will not leave the organization, unless their knowledge is transferred to other 

employees inside the organization (Weiss, 1999). 

Each successful knowledge transfer process has five elements, which are source, channel, 

message, recipient, and context. Each of these elements should have some characteristics that 

are important in improving the transfer process, like trustworthiness of the source, or 

absorptivity of the recipient. (Szulanski, 2000) 

To perform a knowledge transfer process first there should be an opportunity to initiate it. 

This opportunity exists only when a gap and the knowledge to fill it is identified in an 

organization. Finding opportunities to perform knowledge transfer process is not as easy as it 

looks. There are problems in the way like finding a reliable source or creating a new 

environment to apply the new knowledge. (Szulanski, 2000) 

There should be a point that if we reach it we can claim that the intended knowledge has been 

transferred properly. There are different points of view regarding this situation. Some say that 

the knowledge should be communicated and used before one can say it is transferred, while 

others believe that the transferring process is only done when the recipient find the ability of 

applying the new knowledge. There is a third view that implies, when the recipient has 

understood the knowledge the process of transfer is completed (King, 2006b). Although there 

is no agreement on this subject, the importance of a successful knowledge transfer is 

indisputable.  

To perform a successful knowledge transfer, an organization needs to conduct a strategy to 

manage the flow of knowledge. There are two well-known strategies in this field, which are 

codification and personalization. Personalization is normally adjusted to knowledge sharing 

and happens when people are contacting each other through different links, like usual daily 

conversations or brainstorming sessions.  Ribi re   Rom n, 200    

The other strategy is codification. Organizations are using codification in order to reuse the 

knowledge over and over. By employing information technology they gather, codify, and 
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transfer the information toward different directions in the organization. Codification strategy 

will facilitate knowledge transfer by transforming knowledge into an understandable and 

reachable form for anyone who needs it.  Ribi re   Rom n, 200   

Hansen stated that for performing knowledge codification strategy, organizations are using 

people-to-document method. In this method knowledge is extracted from individuals who 

own it, unaffiliated from the person, and prepared to reuse in different situations (Hansen et 

al., 1999). The kind of this codified knowledge can be know-what kind, which in that case 

the extractions of knowledge can complete the transfer. But if the codified knowledge is of 

know-how kind, then interaction of source and recipient in form of conversation or training is 

needed to complete the process (Edmondson et al., 2003). Tacit knowledge is usually much 

harder to transfer, and even after verbalizing, explicating, codifying and communicating to 

others; there is still a need of interaction between source and recipient to prepare a better 

environment for practice. (King, 2006b)   

Transferring knowledge is not an easy task. There are lots of factors which are needed to be 

considered to have a successful knowledge transfer. Szulanski (2000) stated knowledge 

barriers and motivational barriers as two obstacles on the way of transferring knowledge. 

There are also some factors like arduous relationship, causal ambiguity, shared 

understanding, knowledge observability and absorptive capacity, which should be considered 

while performing a knowledge transfer process (King, 2006b). Bellow, we shortly introduce 

some of these factors. 

 Arduous Relationship: The level of relationship’s quality between the source and the 

recipient can influence the quality of transfer (King, 2006b).  

 Shared understanding: Having same or similar backgrounds and experiences can 

facilitate the transfer process (Hansen et al., 1999).  

 Knowledge observability: This factor is related to the stickiness of the knowledge. In 

other words, how easy can one learn from watching a process or story (King, 2006b)? 

 Absorptive capacity: the ability of a recipient in gaining knowledge from the source 

and applying it (King, 2006b). 

There are other factors like source credibility and communication competence as well, that 

have direct influence on implementing a successful knowledge transfer process as they 

influence the communication.  
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Any knowledge transfer process has two sub processes: externalization and internalization. 

Knowledge owners perform the externalization process. It can have different forms like 

“explaining it in a lecture or codifying it in an intelligent knowledge system” (Hendriks, 

1999, p.100). Refining knowledge in forms of documents or a structured knowledge base 

may also be a part of externalization.   

Knowledge reconstructors are the performers of the internalization process. They are those 

who look for knowledge. Internalization is also occurring in different forms like “learning by 

doing, reading books, or trying to understand the codified knowledge in a knowledge base” 

(Hendriks, 1999, p.92). Barriers like space and time on one hand, culture and language, on 

the other hand, can falsify the externalized knowledge (Hendriks, 1999). The most important 

part of internalization is learning, so in next chapter we discuss organizational learning and 

some of its current methods. 

3.1.4 Organizational Learning 

As we mentioned previously, the focus of this research is on transferring knowledge inside 

organizations by externalizing and internalizing knowledge. The most important step of 

internalization for an organization is learning. So introducing organizational learning may 

help to have a better understanding of the whole process. 

Development speed and innovation are two important factors of a successful business. To 

have an innovative business, we need knowledge, which is achievable by learning. “The 

learning attitudes of organizations are known as Organizational Learning  OL ” (Martin & 

Brun, 2009, p.93). Organizational learning is based on group learning and group learning is 

dependent on individual learning. There is a two-way relationship between individuals and 

organizations in terms of learning. Individuals are learning from the organization and 

organizational learning system helps the individuals in learning process. Individuals are 

creating, sharing and using knowledge and that is how they are leveraging the knowledge of 

the organization. (Martin & Brun, 2009)  

Davenport and Prusak (1998) stated that organization’s knowledge is always changing over 

time. This transformation can happen in the form of knowledge from explicit to tacit and vice 

versa (Nonaka, 1994; Nonaka & Nishiguchi, 2001). This is why organization should always 

be aware and ready to learn, share and transfer knowledge (Wickramasinghe, 2006).  
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There are different ways of learning. One can learn from reading a literature, watching a 

movie, observing environment or many other ways. Each of which is suitable for different 

persons or different learning areas. For example movies may be good when someone wants to 

remember information and choose correct answers or literatures may be good for reasoning 

and formulating. So we should choose the best ways that match our purpose and intention. To 

have a targeted knowledge transfer, organizations need to represent knowledge in an 

appropriate media. One media for presenting knowledge is movie and the first element that 

you need when you want to make a movie is a good story. In next section we discuss stories 

and their roles in organizations.  

3.1.5 Stories and Organization’s Storytelling 

In this thesis we are developing a set of guidelines for transferring knowledge inside 

organizations through movie scripts. An essential element for writing a movie script is a 

knowledge intensive story. So it is important to know what are organizational stories and how 

organizations make benefit out of them, to be able to use them in the process of writing a 

movie script. 

We are always hearing stories from what happened years ago when we were not born yet. 

Human being is doing this for many years, even before the invention of writing. They were 

using this to pass stories mouth to mouth, and to their children. By doing this, they aimed to 

pass the knowledge they gained to survive. The storytelling technique is still in use and 

works very well for knowledge transfer. (Snowden, 2006) 

Stories are the bases for our communication with the outside world. They are the ones that 

are talking about us, and create a picture of us in others minds by showing our past life and 

experiences. Organizations are just like human in that sense. They have a past life and they 

gained experiences through this life. Through these stories, an organization can pass a lot of 

valuable knowledge to its employees (Fog et al., 2005).  

From organizations’ point of view, storytelling can be used to pass success and failure stories 

from past to new comers. Stories can be used to translate the organizational environment for 

them to have an easier understanding (Connell, 2006). This can be also helpful for current 

employees, especially in bigger organizations. Spreading a new knowledge inside a large 

organization is a demanding task and in some cases if the knowledge does not spread quickly 
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it loses its effect and its key points.  Story in such organizations is a good tool to share the 

values, experiences, aims and culture of the organization between employees. 

Organizations’ managers should use storytelling as a tool for managing the organization and 

its knowledge. For this purpose the valuable stories that can satisfy these goals should be 

identified and transformed to an appropriate format for telling over and over again. Managers 

should be aware that storytelling process is not finished, once they identify a valuable story 

and tell it. It should be continuous and dynamic process in order to always maintain its 

effectiveness. (Fog et al., 2005) 

Now a question comes to mind. Why managers should focus on storytelling? Or What is the 

big deal with stories? The answer lies in the concept of stories. Stories are a compact form of 

information that is showing us the logical relations between different parts of the information. 

These characteristics make stories as an easier form of knowledge to understand by humans. 

So managers can simply employ it as a tool to transfer the targeted knowledge and show an 

understandable form of hard situations to their employees. (Fog et al., 2005) 

In last decades, using narrative in knowledge management became popular. Denning, Ward 

and Snowden are three famous researchers in the field that used storytelling empirically in 

their fields. Each of which was special in different point of views, for example Denning put 

attention on recipients of the knowledge and the message suitable for them, while Snowden 

focused on creating databases to storing stories. (Snowden, 2006) 

Storytelling is facilitating knowledge transfer by the use of its potency for representing 

interrelationships between different information’s components as well as the information 

itself (Connell, 2006). But using storytelling in organizations as a tool for knowledge 

management is not as easy as it sounds. There are some issues that should be considered, 

otherwise the result will not be as good as expected or can even have negative effects on the 

audience. Some of these issues can be named as: level of story’s collector impact, level of 

abstraction, level of truthfulness, standards for using the gathered stories, and etc. (Snowden, 

2006). 

According to Connell (2006) stories can be divided to two general groups based on their form 

(Content definitions) or their use (process definitions). Pentland (1999) defines some 

characteristics for content definition stories (organizational stories), which are a plot, actors, 

a sequence of events, an outcome or closure and a wider recognizable context.  

http://www.dailywritingtips.com/continuous-or-continual/


 

 
 

33 

Plot and sequence of events are the highlights of these terms for learning purpose. Plot or the 

main message of the story can influence an audience. Czarniawska (2004) stated that 

repetition of strong plots could be influential. On the other hand, the events contain valuable 

information that is intended to pass on. Actors are performing these events and this will lead 

to the outcome of the story (Zarri, 2006).  

There are several different definitions for story. For example, from Boje’s  1991  point of 

view organizational definition of story is the interaction that happens between individuals or 

groups during daily works and processes. No matter which of the definitions of 

organizational story you prefer, it can contain valuable tacit and explicit knowledge within 

itself (Connell, 2006).  A manager needs to dig around her organization to find these 

knowledge and the real stories connected to them and then transforming them to a storable 

format, if she wants to make a considerable benefit out of them. 

3.2 Movie Script 

As we mentioned previously movie making for transferring knowledge is a multidisciplinary 

effort. If the knowledge manager who wants to make such a movie has not enough 

knowledge of screenwriting, there would not be a high chance of success for her. So, in this 

section we introduced the principles of screenwriting by reviewing available literatures of 

this field. 

3.2.1 Screenplay 

Writing, in every aspect of it, is a hard thing to do. It does not matter if you have a good idea 

to write a screenplay. It is a tedious job of bringing every piece from everywhere and put 

them all together to make a scene. Thinking, selecting, organizing, drafting and revisiting 

these pieces over and over can lead you to write your story (Bowden, 2006). A skilled writer 

should do all these activities in a structured way to escape from dead ends of the process and 

survive (Trottier, 1995). She should put enough time and effort and look for comments and 

rewrite based on them to improve her story. 

Screenplay is the frame on which the screenwriter pastes the surface of the story. Since it is 

going to be performed by other collaborators like actors and directors, it needs to be well 

structured to be able to survive and remain intact. (Frensham, 2008) 

There are various instructions for screenwriting but the point that all of them agree on is that 

each well-designed screenplay is consisted of three different sections: A beginning, a middle, 
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and an end.  The beginning part is where the screenwriter establishes the story, acquires the 

attention of readers, and constructs the situation. She later complicates matters and 

formulates the conflict which originates a crisis in the middle section. He finally solves the 

story’s conflict and makes a conclusion out of it at the final section. (Trottier, 1995) 

The first concentrations of a screen should be catching the reader attention, expressing the 

story rules, and introducing the central character at the initial image. You should create a 

goal, problem, need, or mission for the central character, somewhere in the first pages of the 

script, by something which is called “Catalyst” or “Inciting incident” (Trottier, 1995, p.12). 

The rest of the film should be dedicated to rebalancing everything which lost its balance by 

the catalyst. 

In the next section, we explain how you can prepare yourself for writing a screenplay. 

3.2.2 Prepare to Write 

A good writer should prepare herself to obtain a good result. Bowden (2006, pp. 8-9) 

mentioned some tips that can be helpful for this purpose. Some of the most important ones 

are:   

1. Read everything you can  

2. Read screenplays  

3. Listen to the world around you: You can learn from observing your environment and 

gather valuable information.  

4. Write often: A good writer should always write and rewrite everything she thinks of 

and try to do it for different audiences with different styles and from different point of 

views.  

5. Speak less  

6. Do your research about the topic: You should always research on the topic before and 

while you are writing your screenplay.  

7. Do your research about the audiences: You should know to whom you are writing, 

and your writing style and format should be changed according audiences’ age, 

culture, level of education and etc. 

Considering all of these points without knowing the three important elements of a screenplay 

is not effective. These three elements are premise, central character, and dialogue. We will 

introduce each of them in the next three sections. 
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3.2.3 Premise 

The premise puts a distinction between a good idea and a good story. The premise is the big 

idea that is hidden inside your story. It is not easy to find out and understand. As Bowden 

(2006, p. 26) explains “A premise is a difficult concept because- much like a thesis in 

expository writing – it means different things to different people”.  

There should be a premise in a story to have an effect on the way of someone’s thinking who 

do not agree with you. It should happen by showing the reader different aspects of what you 

are writing about and trying to point out in your story. If a premise cannot have such an 

influence, the existence of it is unnecessary. (Bowden, 2006) 

The situation is same when it comes to the matter of screenwriting. The writer should write 

her screenplay in a way that delivers a message to his audience such that they learn 

something from the movie’s story. The premise in the movie gives the viewer an upper view 

of the problem and shows him how the character deals with it. Viewer will put himself as the 

character and will fit himself in the same situation. Through this the audience will learn from 

involving in the experiences that the character is making. (Bowden, 2006) 

Another important thing that you should consider while writing your story is how to develop 

your characters. They should be developed in a way that readers or viewers will feel to be 

close with them. Otherwise the premise will not work. This is called Universality. (Bowden, 

2006) 

The character that has a significant role in delivering the message of the script is the central 

character or the hero. We introduce central character and points that you should consider 

while you are creating it, in the next section. 

3.2.4 Central Character  

The history of screenwriting shows that audiences are striving to see the character of the story 

learn and change during the story. (Rabiger, 2000) 

There are some points that should be considered while creating the central character. She 

should have a goal which is specific, measurable, and hard to achieve; and a motivation 

which justifies the reason of desire for achieving the goal.(Wright, 2004)  

The hero should have the will to act, because action speaks louder than words. She should be 

believable, so that the reader can imagine herself in the character’s position. (Rabiger, 2000) 
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You need to do research about your hero by observing the people who has common 

specifications with her, searching through their experiences, and exploring and investigating 

their backgrounds to come to a deep understanding of the character you want to create. This 

research can be done in libraries or the business place or through some interviews. (Trottier, 

1995) 

3.2.5 Dialogue 

The third important element of a movie script is dialogue. Real-life speech and dialogue are 

two different instances. While real-life speech is more digressive, dialogue is more 

concentrated. You should avoid impertinent sentences in your dialogue and try to keep it as 

short as possible. The more you write the more boring it becomes. (Trottier, 1995) 

Never write a dialogue which does not move your story forward. It means that each dialogue 

should have a motivation from a previous dialogue or scene and motivate a future dialogue or 

scene. (Hicks, 1999) 

Be patient and revise the dialogue several times until you cannot make it shorter or say it in a 

better way anymore. Ask someone to read the dialogue to you, so you can detect errors 

easier. Never forget that more important than what you say is how you say it. In other words, 

it is not the text itself, which makes the impacts; it is the subtext. (Trottier, 1995) 

In the next section we introduce some techniques, which may help you in catching the 

audiences’ attention, and transfer your message to them properly. 

3.2.6 Some Useful Techniques 

Rabiger (2000) and Rugg and Petre (2007) counted several techniques, which screenwriters 

use to write a successful screenplay. Below you can find some of them that have direct effect 

on the amount of attention the audiences pay to a movie. 

 Hook: With the limited time of audiences nowadays it is important to catch their 

attention as fast as possible and carry them toward the story. It is called “contract” or 

“hook”.  

 Foreshadowing: Foreshadowing is a technique that is being used to give hints and 

impressions about what is going to happen, to audiences beforehand.  

 Hide Expositions: It is a technique used to give required information about the story 

or scene in an indirect way by camouflaging.  
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 Keep exposition minimal and space it out: This technique should be applied when 

new things happen in the story. The less important information should be postponed,  

in order to prevent data overload and tell them later when they are required. Some 

information needs to be pointed out in different part of stories over and over for better 

understanding.  

 Make them laugh, make them cry, but make them wait: The author should not reveal 

everything at the first phase. She should let the audiences guess as long as possible. It 

makes the story more interesting for them.  

 Keep the story moving as new characters coming: Author should not stop the flow of 

the story to make something new happen. New things should happen toward the 

rhythm of the story.  

 Raise the stakes but keep them credible: Using this technique will make the story 

more interesting. Make the situation harder than what it is for the character will make 

her try harder to reach her goals and higher stakes. Exacerbating the situation will 

save the story from being flat.  

 Vary how you act on your audience but maintain intensify of demand: The writer 

should write in a way to satisfy both audiences’ demand and remain in the flow of the 

story. Each scene should be normalizing based on audiences’ demand.  

 Kill your darlings: This means that the author should get rid of everything that is 

unnecessary from the story even if she loves it. It can be a scene, a character or a 

dialogue that can be show by action.  

 Check for multiple endings: The author should consider different endings and choose 

the one that suits the story the best regarding the most important message that story 

delivers.  
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Chapter 4: Guideline Development (Theoretical 

Analysis)  

In this chapter we explain how we developed a set of guidelines, which may inspire 

knowledge managers, or moviemakers who want to make a movie to transfer knowledge 

inside an organization.  

After doing a systematic and comprehensive literature review in the areas of knowledge 

transfer and screenwriting, we gathered lots of relevant and valuable information regarding 

the factors which may affect the quality of knowledge transfer processes which are performed 

via screenwriting. You have already read a summary of the results of this literature review in 

the previous chapter.  

As Oates (2006) suggested for analyzing the gathered textual information, we managed and 

categorized it in a way that become easily accessible. We started reading through all of them 

again and again and categorize those based on the specific subjects they referred to. Then we 

broke down each category to some sub-categories that represent the theme of the data units 

each of them contains and tried to refine this categorization as much as possible. Then we 

analyzed each subcategory to find a pattern in the data it contains and the connection it has 

with other categories. We built our set of guidelines upon those patterns and tried to link 

them with theories we found in the studied literatures. In this chapter we present this set of 

guidelines and support each line of it with both rational reasoning and our findings from 

studied literatures. 

Any process of knowledge transfer consists of five basic elements: source, channel, message, 

recipient, and context (Szulanski, 2000; Rogers, 1994). To have a successful transfer we 

should pay additional attention to all of these elements. In this chapter we are dividing the 

process of knowledge transfer via movie scripts into two phases of searching and 

screenwriting, and discuss these elements in each phase. While the searching phase focuses 

on the points you should consider for identifying and collecting relevant stories, the 

screenwriting phase focuses on sorting and processing collected stories and writing a movie 

script based on the information you extracted from these stories and/or your researched about 

the organization.  
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4.1 Searching 

The raw material for any movie script is a story. This section discusses some points which 

facilitate the process of searching for such stories in an organization.  These points help you 

to clearly identify the message, sources, and recipient of your transfer. They also provide you 

some hints for determining whether movie script is an appropriate channel for transferring the 

intended knowledge or not. 

4.1.1 Message 

Like any other project, a knowledge transfer project 

has an objective. This objective is often based on the 

opportunities which already exist in the 

organization. To find an opportunity you need to find both a gap and knowledge to address 

that gap (Szulanski, 2000). This opportunity becomes greater when the gap makes the current 

processes of the organization deficient in delivering values to customers.  

Human capital exposes the gap it faces and the knowledge it gains to the organization’s 

senior management level (Haldin-Herrgard, 2000). So, as the starting point of your project 

you may interview a senior manager of the organization to find a gap and knowledge to 

address that gap. Transferring this knowledge can be the objective of your project and the 

knowledge itself can be the message of your movie script. In other words, the message should 

represent the essence of the knowledge which is intended to be transferred via the movie 

script. You need to clearly define the objective of your project and the message which is 

intended to be delivered, before you start searching for stories and writing the script. It helps 

you to realize which stories that you hear or observe in organization are relevant to your work 

and which is not. 

4.1.2 Source 

Now that you have defined the objective of your 

project you need a core story which contains the 

intended message within its heart. It is not an 

exaggeration if we say that you will never need to 

invent any story to transfer knowledge inside an organization (Fog et al., 2005). The 

organization itself has rich stories in terms of the intended knowledge. Regardless of the type 

of organization you are doing the project in, the only thing you should do is to open your eyes 

and search for those stories in employees’ daily life. Using these genuine stories instead of 

1. Try to clearly define the objective of 

your project and the message which is 

intended to be delivered. 

2. You may search inside the 

organization to find the stories which 

have the intended knowledge within 

their heart. 



 

 
 

41 

fictitious ones has a significant advantage. It increases the credibility of your movie script 

and makes it stronger.  

If you have determined a clear message for your story at the previous step, it is not a hard 

task to find a start point for your search. You just need to simply search through “socially 

constructed accounts of past events that are considered important or significant” to the 

organization’s members (Feldman, 1990 cited in Connell, 2006, p. 722). These events “have 

been decisive in shaping the company and in determining its future. By scrutinizing these 

events or milestones, we can uncover many stories, which are rich in value content” (Fog et 

al., 2005, p.105). As a good example of such events we may refer to best practices. Best 

practice is an organization’s routine use of knowledge “that is performed in a superior way 

somewhere within the organization providing better results than known alternatives within or 

outside the company” (Szulanski, 2000, p.25). If the organization has a best-practices 

repository, it can be a good point for starting your search. 

Although these events are often moving the company toward success; it does not mean that 

you should just hold to success stories. Sometimes you may find a great potential in failure 

stories. When a company faces crises or big difficulties, every event that happens has 

something to teach. When a company is in deep crises it has to reexamine its existence 

reasons, prioritize its activities and sometimes change course completely. “It has to hurt 

before it can get better” (Fog et al., 2005, p.105). It is time for making critical decisions and 

whether the outcome of each of these decisions is improving or deteriorating the situation. 

There will be good lessons for those who need to make decisions in future. 

In addition to success and failure stories that you 

may hear from the organization’s employees, there 

are some other sources you may search through to 

find a core story for your message. Some of these 

sources are: products, working partners and customers. The way the product is made, the way 

it is invented, the process of its naming, the special feature which distinguish it from 

competing products, or the origin of the idea behind it often contains a knowledge intensive 

story. The characteristics of the organization relationship with partners, which it has a good 

and close relation with, the projects they have done mutually and they both are proud of, or 

the problems they faced in their relations is another good example. Stories from the happy 

and loyal customers of the company, the experiences they had with the company or its 

3. Some sources of stories (other than 

the organization’s employees  that you 

may refer to are: products, working 

partners, and customers. 
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products, or the difference that the company or its product made in their life is a great source 

for stories that bring up a universe of experiences which is far beyond the product physical 

properties themselves (Fog et al., 2005). 

You may rarely find a perfect, well-shaped, and 

readymade story, which covers your intended 

message completely, from only one source.  Hence, 

you often need to process lots of information fragments and shape your desired core story. By 

interviewing each employee, customer, or partner, searching through documents, and doing 

observations, you will find its pieces and bits. Assembling these pieces like a puzzle will 

reveal the complete picture of the main story. 

Although the source may be “individuals, groups, teams and organizational units, or entire 

organizations in any combination” (King, 2006b, p.538); in most cases you need to interview 

individuals to gather raw materials for your core story. When it comes to interviews, you 

should not just rely on interviewing the main source of the knowledge, and you should 

interview any accessible individual who had a considerable role in the story. The following 

five reasons seem sufficient for backing up this claim: 

 “The source’s understanding and ability to explain a practice is often incomplete” 

(Szulanski, 2000, p.20) 

 “Why or how superior results are obtained by the source is seldom fully understood” 

(Szulanski, 2000, p.19) 

 “With the passage of time, the original rationale for a practice and its nuances are 

reduced” (Szulanski, 2000, p.19) 

 “Measures of performance used to identify opportunities are often imprecise and 

subject to chance fluctuation” (Szulanski, 2000, p.20) 

 The interviewee always knows more than she has conceptual ability or physical time 

to say (Snowden, 2002) 

Another factor that you should consider while 

interviewing an individual is that they should have 

enough motivation to give you the information they 

have about a specific event. As an interviewer it is your responsibility to create this 

motivation. You should explain the reasons of the interview, a summary of the project you 

4. You would better not to rely only on 

one source or the main source of the 

knowledge. 

 

5. Motivate the interviewee to provide 

you all information she has. 
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are working on, its aims and its benefits, at the beginning of each interview. According to 

Bolino and Turnley (2003) you may use these three factors during this explanation to 

motivate them to share everything they know: the enhancement of their self-esteem, the 

reinforcement of their understanding of their own knowledge, and the shared value of 

organizational citizenship. In addition, As Oates (2006) mentioned in his book, “it has been 

shown that people respond differently depending on how they perceive the person asking the 

question” and their answers can “depend on the perceived role and identity” of the 

interviewer. So, when the interviewee is an employee of the organization, you may ask the 

senior manager who defined the objective of the project, or another manager who you 

interviewed previously, to ask her to cooperate with you and set a time for the interview. It 

will add to the credibility of your work and make the interviewee feel that contributing to this 

interview is a part of her job and her effort is going to be seen by her managers.  

A semi-structured interview may be the most 

appropriate type for the purpose of these interviews. 

When you interview an individual, you may have a 

specific theme for the questions and prepare some questions, according to the information 

you already have in your hand. But you may need to change the order of the questions or add 

some new questions in the middle of the interview based on the conversation’s flow or the 

new issues that the interviewee brings up. So, you would better not to have a completely 

structured interview.  On the other hand, if you have a completely unstructured interview and 

ask the interviewee to talk freely it will be time-consuming and non-efficient. So, you can 

prepare a set of questions and send them to the interviewee a couple of days before the 

interview and mention that there may be some changes in these questions or some other 

questions may be added. Thus, the interviewee will have a general overview of the interview 

and will be prepared for it. Note that you must never send the questionnaire to the 

interviewees and ask them to write down the answers and send it back to you. There is a basic 

rule in knowledge management, which says “we always know more than we can say, and we 

can always tell more than we can write down” (Snowden, 2002, p.6). In addition, when the 

interviewee writes down the answers he always adds to or takes away from the actual 

experience (Snowden, 2006).  

  

6. Consider performing a semi-structured 

interview. 
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While the interviewees respond to your questions, do 

not interrupt them, or ask for clarification in the 

middle of their talking, and do not express emotions 

such as disbelief, approval, pleasure, disgust, 

surprise and so forth. “Such interaction might change 

the behavior of the teller, who might modify the 

story and its knowledge content, in light of such feedback” (Connell, 2006, p.724). You 

should be non-judgmental and reactionless as far as possible; otherwise the interviewee will 

be tempt to give you the responses that you would like to hear, instead of the genuine 

answers (Oates, 2006). It does not mean that you should not ask for a clarification after they 

finished their response to one of your questions.  “People have a tendency to speak in general 

terms” (Fog et al., 2005, p.118). For example ‘Our Company was in a good condition’ or ‘We 

are better than other companies in the industry’. When they use such general terms, ask them 

to clarify their intention by explaining specific events, situations or occurrences. If you do not 

ask for it, you may later make a personal conclusion out of this term and apply that in the 

process of writing your scripts. It will reduce the credibility of your story and its desired 

influences on your audience. Moreover, keep in mind that you should not use these general 

terms in your scripts. It will devolve the conclusion to audience, and their conclusion may be 

different or even in opposition with your intention.  

As we mentioned earlier individuals are only one of 

available sources for extracting the needed information 

for your core stories.  Another significant source you 

may refer to is electronic documents of the 

organization. “A large portion of the knowledge of 

most organizations is contained in electronic 

documents” (Corral et al., 2006, p.130). Unlike what it 

looks like, searching through electronic documents is 

not an easy and straightforward task. If you do not pay 

enough consideration during your search, there will be 

a high risk of dismissing some documents which can be critically valuable for shaping your 

story. Gorla and Walker (1998) mentioned some of the problems which may reduce the 

accuracy of your search as below: 

7. While the interviewees respond to 

your questions, do not interrupt them or 

ask for clarification in the middle of 

their talking. Do do not express 

emotions such as disbelief, approval, 

pleasure, disgust, surprise and so forth. 

 

8. Consider these problems while 

searching through the organization’s 

electronic documents: 

 Inconsistencies of abbreviations 

 Redundant keywords 

 Errors in spelling 

 Inconsistent spelling of words 

 Improper combination of 

dissimilar terms 

 Inconsistent compounding of 

words  
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 “Inconsistencies of abbreviations” 

 “Redundant keywords” 

 “Errors in spelling” 

 “Inconsistent spelling of words” 

 “Improper combination of dissimilar terms” 

 “Inconsistent compounding of words” 

You should always consider these problems while searching through the organization’s 

electronic documents. Based on a research LaBrie (2004) performed; if you do not consider 

these problems during your search you may only find 10 to 30 percent of relevant documents.  

And last, but of course not least, regardless of the 

type of the source you choose for extracting 

information from, it must be credible. “Source credibility is a communication factor that 

reflects the extent to which a recipient perceives a source to be trustworthy and an expert” 

(Grewal, et al., 1994 cited in King, 2006b, p. 540). “When source credibility is high, the 

knowledge presented is perceived to be useful, thereby facilitating transfer” (King, 2006b, 

p.540). “A capable and trustworthy source is more likely to influence the behavior of the 

recipient” (Szulanski, 2000, p.25). When the source credibility is low, or the recipient does 

not perceive her as reliable, trustworthy or knowledgeable, the recipient underestimates the 

value of the intended knowledge and resists accepting and utilizing it. So, the process of 

initiating a knowledge transfer between the source and the recipient will become more 

difficult and challenging. (Szulanski, 2000; King, 2006b) 

4.1.3 Recipient 

Now that you know the sources of your core story 

and the message which is intended to be transferred 

through this project, it is time to do some research 

about the recipients of the message. Although often, the senior manager who defines the 

objective and message of the project is the one that will define the intended recipient as well; 

you need to do some research to make sure that recipient is the appropriate one for this 

message.  

You should always define a specific recipient for the intended message. This recipient can be 

an individual, a group, a team, or an organizational unit. But it cannot be the whole 

organization. Trying to write a script to transfer a message to every employee of the 

9. Choosing only credible sources is a 

crucial factor to be considered. 

 

10. Make sure that the intended recipient 

is the appropriate one for the message of 

project. 
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organization makes nobody really get the intended knowledge. If you try to do your script 

this way it will most likely become too weak and irrelevant. You will never be successful in 

transferring knowledge by a movie script, unless the movie script you write has a “solid 

content, communicate the right message, and is relevant to the target audience” (Fog et al., 

2005, p.170).  

To make sure the message has enough degree of relevance or importance to the target 

audience, you must be able to give positive answer to at least one of these two questions. 

Does the recipient have enough intrinsic motivation for receiving this message? (King, 

2006b) Is there any gap in working life of the audience which can be filled by this 

knowledge? (Fog et al., 2005) 

Having enough intrinsic motivation means that the recipient willing to accept the message for 

her own sake and utilize it just because finds it enjoyable.  For example if an IT support 

employee has chosen his job because he was curious to learn as much as possible about the 

different ways people choose to interact with different computer networks, this employee has 

enough intrinsic motivation to acquire any knowledge with this regard. “Intrinsic motivation 

relates positively to learning” (Schunk et al., 2010, p.238). Thus, the recipient who has the 

intrinsic motivation for receiving the message of your script is the one who may be benefited 

the most from it.  

If the recipient does not have enough intrinsic motivation to receive the message of your 

script, she must at least find it useful to address a gap in her job. So, she will have a willing to 

utilize the knowledge which is embedded in your script to mitigate the problems she faces in 

her workplace or with a hope to get a reward or promotion for doing her job better. In fact it 

is a type of extrinsic motivation. An employee who has extrinsic motivation to acquire some 

knowledge is the one who want it as a mean to achieve a goal, which can be anything from a 

reward or promotion to avoidance of punishment.  

If you cannot find any of these motivations in your intended recipient, it would be better for 

you to talk with the senior manager to reconsider the recipient of the message or cancel the 

project at this point. Otherwise, you should accept a high risk of failure in this project. 
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4.1.4 Channel 

Even when you have clearly defined the message, 

carefully found the sources of the knowledge, and 

precisely selected the recipients; there will not be a 

high chance of success if the channel you have chosen for transferring the intended 

knowledge is not an appropriate one. Normally, when the degree of stickiness of knowledge 

is high or its degree of observability is low any attempt to transfer it via a movie-script or a 

movie leads to a failure (King, 2006b). “Stickiness can be attributed to such factors as the 

information itself, the way it is encoded, and the characteristics of information seekers or 

providers”. “Sticky information occurs when the information is part of the tacit knowledge of 

a skilled individual, or when the user is not familiar with a particular type of information” (Li 

& Hsieh, 2009, p.426) Determining the degree of stickiness of knowledge is a complex 

process which is out of the scope of this literature and needs a separate research. The only 

point which we can mention here as a hint is that when the knowledge which is intended to 

be transferred is highly depended on “learning by doing”, screenwriting may be not a good 

choice as channel of transferring it. In such cases, it would be better to carefully reexamine 

all other elements of the transfer –message, source, recipient, and context- to make sure you 

are able to do it by a movie-script. 

4.2 Screenwriting 

In this section we will discuss some points which may facilitate the process of developing a 

strong core story by putting together the information you extracted from the sources, which 

are mentioned in last section, and make a movie script out of it to transfer the intended 

message to recipient.  When we say a strong story we mean a story that the recipient can get 

involved, remember it and pass it on.  

A general point, which you should consider is; not 

everyone is capable of writing a good screenplay. If 

you are the one who is writing the script, you should 

have a good encoding competence which is the 

ability to clearly put ideas into words or symbols, 

having a good command of language, and being easy to understand. (King, 2006b)  

  

11. Check whether movie or movie script 

is an appropriate channel for transferring 

the intended knowledge. 

12. The one who is writing the script 

should have a good encoding 

competence which is the ability to 

clearly put ideas into words or symbols, 

having a good command of language, 

and being easily understandable. 
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4.2.1 Message 

The message, which you identified as the objective 

of your project in the search phase, should be 

embedded in a screenplay and then be transferred to 

the recipient. At this stage you need to codify the message. The aim of this codification is to 

make the intended knowledge as “organized, explicit, portable, and easy to understand as 

possible”  Ribi re   Rom n, 200 , p.     and prepare it for delivering to the recipient. You 

should contrive this message in the description of events – in its most general meaning- that 

relate the behavior of some characters. “These actors try to attain a specific result, experience 

particular situation, manipulate some (Concrete or abstract) materials, send or receive 

messages, buy, sell, deliver, and so forth” (Zarri, 2006, p.780). A vital point you should 

consider here is that the characters and events you are using for this purpose are the real ones; 

otherwise the story of your script is not worth to be told (Fog et al., 2005). For such stories it 

is not only actual truth which is critical but also perceived truthfulness (Snowden, 2006).  

Consider the values and the main goal of the 

organization in developing the movie script and 

illustrate the alignment of the intended message 

with them (Reychav & Weisberg, 2006). In fact any 

attempt for transferring knowledge inside an 

organization is made to facilitate achievement of the main organizational goal and fulfillment 

of one or several organizational values. When companies presents their values in a brochure, 

newsletter, annual report, bulletin board, or executive meeting they are not much more than 

empty words which seem irrelevant and anonymous in the mind of the receiver. They might 

look excellent, but they will not practically create any value. On other hand, when you 

present these values in a movie script (or a movie) you are giving life to these values by 

placing them in a dynamic context and adding emotion to them. So these values will become 

more tangible and thus more understandable for employees, since they can see how they are 

applicable in their work environment (Fog et al., 2005). 

To be able to successfully transfer the intended 

message, you need to create a conflict in the core 

story of the movie script. Without a conflict your 

screenplay will become boring and nonsense for the audience. It is the conflict that drives the 

story forward and involves the audiences deeply into the story, and transfers the message 

13. Codify the intended message 

14. Only use real characters and events  

15. Consider the values and the main 

goal of the organization in developing 

the movie script and illustrate the 

alignment of the intended message with 

them. 

16. Create a conflict in the core story of 

the movie script. 
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easily without audiences even realize it. “It is no coincidence that stories of catastrophes and 

problems outmatch the sunshine stories in the daily news. Likewise, a journalist will always 

be on the lookout for conflict when seeking tomorrow's story; ideally a conflict that centers 

on people and emotions” (Fog et al., 2005, p.198).  

While you write the movie script, draw a picture of a 

challenge or an adversary that the hero – the main 

character - needs to overcome by applying the 

intended knowledge through his own unique skills or 

by teamwork. Try to choose a challenge or adversary that is tangible for the audience and she 

can imagine that situation in her current work environment. It will help her to feel a sense of 

togetherness with the hero, so she will be more curious to receive the message.   

Avoid any ambiguity in the screenplay you write. 

The screenplay should clearly demonstrate how the 

intended knowledge has been produced and to what it 

relates. “This relative absence of ambiguity might 

facilitate the transfer” (King, 2006b, p.539) and 

decrease the number of different interpretations that 

different audiences may have from your story. The ending of the story and the way you tell it 

(Fog et al., 2005) are the two most important factors which affect these interpretations. You 

should form your script and its ending in a way which induces the intended message to the 

audiences. You should pay careful attention to everything from the words you use to the type 

of sentences you make and their order, to be able to exacting your audience to interpret your 

story as intended. In most cases even a few changes can alter the interpretation of audience 

from a story. Hence, if you do not pay enough attention, some audiences may get a message 

which is completely different from the intended one.  

Avoid information overload (Eppler & Mengis, 

2004) in your movie script and stick only to one 

core message. The only information which is needed 

to be included in the screenplay is about how the intended knowledge (the message) affects 

or is affected by the competitive environment of the organization. “This competitive 

environment includes but is not limited to competitors, customers, suppliers, technology, 

political and legal arenas, and social and cultural changes” (Parker & Nitse, 2006).   

17. Draw a picture of a challenge or an 

adversary that the hero needs to 

overcome by applying the intended 

knowledge. 

18. Avoid any ambiguity in the 

screenplay you write, and clearly 

demonstrate how the intended 

knowledge has been produced and to 

what it relates. 

19. Form your script and its ending in a 

way that induces the intended message 

to the audiences. 

20. Avoid information overload in your 

movie script and stick only to one core 

message. 
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Determining the type of knowledge that is intended to 

be transferred (the message) will facilitate the process 

of realization of the information which is needed to 

be included in the movie script and the one which is not needed and therefore should be 

omitted. Alavi and Leidner (2001) categorized knowledge in five different types as below: 

 Declarative knowledge (know-what)  

 Procedural knowledge (know-how) 

 Experiential knowledge or experience (know-why) 

 Orientation knowledge (know-where) 

 People-related knowledge (know-who) 

Determine the best category which fits the intended knowledge. Then examine any 

information you want to add to your script to find out whether it is relevant to this type of 

knowledge or not. If it is relevant, present this information in the script otherwise omit it. 

Any irrelevant information may distract the attention of the audience from the core message 

of the script, and increases the chance of misinterpretation.  

4.2.2 Source 

In the search section, we described the issues related 

to the source in detail. The only point that you should 

consider at this phase is to provide a brief 

background of each and all of the individuals you 

interviewed together with their role in the creation of 

the knowledge.  You should also mention their 

contact information, so the recipients are able to reach them if they need any extra 

explanation or they have any questions. It will also show to the recipients that the sources of 

the intended knowledge are real and credible, and as we mentioned before the credibility of 

the source facilitate the process of knowledge transfer. 

4.2.3 Recipient 

While writing the script, you should always consider 

the “absorptive capacity” (Cohen & Levinthal, 1990, 

p.128) and the decoding competence of the intended 

recipients. Absorptive capacity is “the ability of a 

recipient to recognize the value of the source’s knowledge, assimilate it, and apply it” and 

21. Determine the type of knowledge 

that is intended to be transferred (the 

message).  

22. Provide a brief background of each 

and all of the individuals you 

interviewed in together with their role 

in the creation of the knowledge and 

their contact information, as an 

attachment of the script. 

 

23. While writing the script, you should 

always consider the absorptive capacity 

and the decoding competence of the 

intended recipients. 
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decoding competence refers to “a recipient’s ability to listen, be attentive and response 

quickly” (King, 2006b, p.540). The absorptive capacity is mainly a result of the existing 

stock of recipient’s knowledge. If you expose lots of information to the recipient which is not 

already inside the restriction of her knowledge stock, the script will become confusing and 

boring for her and she will not pay enough attention to it. So you should know your audience 

completely and find out what they already know and how much they can be attentive, then 

tailor your script based on this knowledge. 

As we mentioned previously the propeller of a story 

is a conflict that story’s characters try to resolve by 

their actions. At the beginning of the story you 

should assign a time to introduce the characters and 

their personalities to the audiences. The most 

significant character of each story is its hero. The 

hero, who often represents the good employee, solves the challenges she faces during the 

story in a positive way and sometimes she does so by following her heart. The hero’s actions 

have a symbolic importance in the mind of audience, so you need to formulate her actions in 

a way that represents the path that the company takes its steps in that direction. She should be 

the personification of the organization’s values and achieve an exceptional result by acting 

upon these values. But it does not mean that the hero of your script have to be an individual 

person. It also can be a team or an entire department.  

You should never exaggerate the positive characteristics of the hero. Demonstrating any 

extraordinary characteristic by the hero may lead to resistance of the recipients to accept the 

message of your script and utilizing it, because of lack of confidence, lack of incentives, or 

not-invented-here syndrome (King, 2006b). The script you write “can only be effective if on 

some level we can identify with the characters, and recognize ourselves in the way they 

behave” (Fog et al., 2005, p.153). It is vital that the recipient be able to imagine herself in the 

role of the story’s hero to get inspired, otherwise she may consider it as a managerial 

propaganda and reject its core message.  

As Snowden (2002, p.6) said “knowledge can only 

be volunteered; it cannot be conscripted.” So, you 

should arrange some incentives in your story to 

motivate the recipient to utilize the knowledge. “Lack of motivation may result in foot 

24. At the beginning of the story you 

should assign a time to introduce the 

characters and their personalities to the 

audiences. 

25. Formulate the hero’s actions in a 

way that represents the path that the 

company takes its steps in that 

direction. 

26. Arrange some incentives in your 

story to motivate the recipient to utilize 

the knowledge. 

1.1.  
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dragging, passivity, feigned acceptance, hidden sabotage, or outright rejection in 

implementation and use of new knowledge” (Szulanski, 2000, p.17).  A good way for 

encouraging the recipient to apply the knowledge is to enhance her extrinsic motivation by 

showing the benefits she may make from applying this knowledge. This benefit can be a 

reward, manager praise, or avoidance of reprimand (Schunk et al., 2010). You may also 

motivate the recipient by showing her how this new knowledge adds critical values for 

customers.  

Just knowing the benefit of utilizing new knowledge is not enough motivation for the 

recipient to apply it, because they are used to doing things in the old way. “To reap the 

rewards of a transfer, recipient must be able to discard old practices and sustain new ones” 

(Szulanski, 2000, p.17).  So, you should show the disadvantages of the old ways of doing 

things without applying the new knowledge. 

4.2.4 Context 

To increase the probability of being understood by the recipient you need to enrich your core 

message by adding some contextual information. “Whatever information receivers choose to 

use in reasoning about core message can be regarded as context”  Te’eni, 200 , p.7 5 . The 

recipient can retrieve this information from two sources; from the information she already has 

in her mind, and from the information you provide in your screenplay.  

There is not much you can do about the first source at this stage but if you have chosen 

appropriate recipient for the message of the script (as we discussed in search section) there 

should be a bunch of information in her head which leads her to receive the core message of 

the script as you intended. But about the second one, it is all your responsibility to provide 

enough and appropriate information in your script. It will cause a better understanding of the 

depth and the relevance of the core message, by the recipient. Being presented in the right 

context is a critical factor for any kind of story which is intended to transfer knowledge (Fog 

et al., 2005). 

To develop an appropriate context, you should depict 

the environment of the place which the story occurs 

in, as close as possible to the work environment of 

the audiences. For this purpose, you should search 

for any kind of shared understanding between the sources and the recipients by looking for 

similarities among them: “work values, norms, philosophies, problem-solving approaches, 

27. Depict the environment of the place 

which the story occurs in, as close as 

possible to the work environment of the 

audiences. 
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and prior work experiences” (Fog et al., 2005, p.539). This shared understanding is an 

important factor in success of any knowledge transferring attempt (Hansen et al., 1999). If the 

story environment is not similar enough to the environment in which the audience works 

there would always be a risk of not-invented-here syndrome (King, 2006b) which reduces the 

chance of a successful transfer dramatically. 

As Klaus Fog pointed out in his book “A good story 

speaks in images” (Fog et al., 2005, p.153). So, pay 

a considerable attention to visual details of contexts in your movie script. Describe the 

environment of the story so that the audience can see images in her mind while reading the 

script. If she cannot see these images it means that your script is not concrete enough and 

makes chaos in her mind. 

4.2.5 General Points 

You need to do a comprehensive research about each 

character of your story. This research can be done by 

observing the people who has common 

specifications with the character, searching through their experiences, or exploring and 

investigating their backgrounds to come to a deep understanding of your script’s characters 

(Trottier, 1995). This research can be done through Internet, in libraries, in a business place, 

or through some interviews. This is the only way you can create a real environment in your 

script. As we mentioned previously, reality of your script’s component increases its 

credibility which per se facilitate the process of transfer. 

You should avoid impertinent sentences in your 

dialogue and try to keep it as short as possible. Tell 

story by action instead of long and boring dialogues 

whenever it is possible. Audiences will like it more and understand it better (Rabiger, 2000). 

Any dialogue you write should move the story forward, which means have a motivation from 

a previous dialog or scene and motivate a subsequent one; otherwise it is unnecessary and 

must be omitted. Long and unnecessary dialogues make your script boring which reduces the 

attention the audience pays to it. Less attention means lower chance of getting the core 

message which itself means lower chance of a successful transfer. You should keep in mind 

that each dialogue is going to be heard just once, so it should be clear and easy to understand. 

Be patient and revise the dialogue several times until you cannot make it shorter or say it in a 

28. Pay a considerable attention to visual 

details of contexts in your movie script. 

29. Do a comprehensive research about 

each character of your story. 

30. You should avoid impertinent 

sentences in your dialogue and try to 

keep it as short as possible. 
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better way anymore. Ask someone to read the dialogue to you, so you can detect its errors 

easier.  

Never embed lots of information in a single scene 

(Rabiger, 2000); otherwise it will cause information 

overload, which increases the possibility of missing 

some critical information by the audience.  Try to distribute information evenly in the middle 

and last part of your script, when the audience got introduced to the characters and feels 

comfortable with the environment of the story. Some critical information needs to be pointed 

out repeatedly in different parts of the script for a better understanding of the audience. 

Although numbers can say lots of information and 

eventually they can be very important; never use lots 

of them in your scripts (Fog et al., 2005). Otherwise, 

your script will become boring and as we mentioned several time, boringness is the pest of a 

successful transfer. 

When you finished the script and revised it a couple 

of times, send it to all those people who you 

interviewed as the sources of the information. Ask 

them to read it and let you know if they found anything that from their point of view is in 

contrast with the fact or different from what they explained to you. It is not an uncommon 

situation. There is always a probability of misunderstanding or misinterpretation when you 

interview someone.  

Keep your script away and engage yourself to some other matters, while you are waiting for 

their responses (Rabiger, 2000). It helps you to see your work in the way others see it by 

becoming unfamiliar with it, and be able to revise it better for the last time. 

4.3 The Guidelines’ Summary 

In two previous sections we introduced how we developed a set of guidelines. Knowledge 

managers or moviemakers who want to make a movie to transfer knowledge inside an 

organization may use this set of guidelines as an inspiration. In this section we excluded all 

explanations and reasoning from these guidelines, and presented them as a summarized and 

compact version to be easier to be utilized. This is an essence of all the matters we discussed 

so far in Chapter 4.  You may refer to previous sections of this chapter (4.1 & 4.2) if you 

31. Never embed lots of information in a 

single scene. 

32. Never use lots of numbers in your 

scripts. 

33. Send the revised version of the script 

to all the sources you have interviewed. 
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need more explanation or you want to find the logic and reasoning which is behind each line 

of the guidelines.  

1. Try to clearly define the objective of your project and the message which is intended to be 

delivered. 

1.1. Interview a senior manager of the organization to find a gap and knowledge to 

address that gap may be a good start point. 

2. You may search inside the organization to find the stories which have the intended 

knowledge within their heart. 

2.1. Search through socially constructed accounts of past events that are considered 

important or significant to the organization’s members, e.g. best practices. 

2.2. Do not just hold to success stories. Sometimes you may find a great potential in 

failure stories. 

3. Some sources of stories  other than the organization’s employees  that you may refer to 

are: products, working partners, and customers. 

3.1. The way the product is made, the way it is invented, the process of its naming, the 

special feature which distinguish it from competing products, or the origin of the idea 

behind it. 

3.2. The characteristics of the organization’s relationship with the partners it has a good 

and close relation with, the projects they have done mutually and they both are proud of, 

or the problems they faced in their relations. 

3.3. Stories from happy and loyal customers of the company, the experiences they had 

with the company or its products, or the difference that the company or its product made 

in their life. 

4. You would better not to rely only on one source or the main source of the knowledge. 

4.1. Find bits and pieces of the core story by interviewing each employee, customer, or 

partner, searching through documents, and doing observations 

4.2. Interview any individual who had a considerable role in the story and is accessible 

5. Motivate the interviewee to provide you all information she has. 

5.1. You may explain the reasons of the interview, a summary of the project you are 

working on, its aims and its benefits, at the beginning of each interview. 

5.2. You may use one or all of these three factors: the enhancement of their self-esteem, 

the reinforcement of their understanding of their own knowledge, and the shared value of 

organizational citizenship. 



 

 
 

56 

5.3. You may ask the senior manager who defined the objective of the project, or another 

manager who you interviewed previously, to ask the interviewee to cooperate with you 

and set a time for the interview. 

6.  Consider performing a semi-structured interview. 

6.1. You may prepare some questions according to the information you already have in 

your hand, and send them to the interviewee a couple of days before the interview. 

6.2. You can change the order of the questions or add some new questions in the middle 

of the interview based on the conversation’s flow or the new issues that the interviewee 

brings up. 

6.3. Sending the questionnaire to the interviewees and ask them to write down the 

answers and send it back to you is not an appropriate choice. 

7. While the interviewees respond to your questions, do not interrupt them or ask for 

clarification in the middle of their talking. Do not express emotions such as disbelief, 

approval, pleasure, disgust, surprise and so forth. 

7.1. After they finished their response to one of your questions, if they used general terms 

ask them to clarify their intention by explaining specific events, situations or occurrences  

8. Consider these problems while searching through the organization’s electronic documents: 

 Inconsistencies of abbreviations 

 Redundant keywords 

 Errors in spelling 

 Inconsistent spelling of words 

 Improper combination of dissimilar terms 

 Inconsistent compounding of words 

9. Choosing only credible sources is a crucial factor to be considered. 

10. Make sure that the intended recipient is the appropriate one for the message of project. 

10.1. Trying to write a script to transfer a message to every employees of the organization 

arises a high degree of failure risk. 

10.2. To make sure the message has enough degree of relevance or importance to the 

target audience you must be able to give positive answer to at least one of these two 

questions: 

 Does the recipient have enough intrinsic motivation for receiving this 

message? 
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 Is there any gap in working life of the recipient, which can be filled by this 

knowledge? 

11. Check whether movie or movie script is an appropriate channel for transferring the 

intended knowledge 

11.1. Normally, when the degree of stickiness of knowledge is high or its degree of 

observability is low any attempt to transfer it via a movie-script or a movie leads to a 

failure. 

11.2. When the knowledge that is intended to be transferred is highly depended on 

“learning by doing”, screenwriting may not be a good choice as channel of 

transferring it. 

12. The one who is writing the script should have a good encoding competence which is the 

ability to clearly put ideas into words or symbols, having a good command of language, 

and being easily understandable. 

13. Codify the intended message 

13.1. Make the intended knowledge as organized, explicit, portable, and easy to 

understand as possible 

14. Only use real characters and events  

15. Consider the values and the main goal of the organization in developing the movie script 

and illustrate the alignment of the intended message with them 

16. Create a conflict in the core story of the movie script 

17. Paint a picture of a challenge or an adversary that the hero needs to overcome by applying 

the intended knowledge 

17.1. Try to choose a challenge or adversary that is tangible for the audience and she can 

imagine that situation in her current work environment. 

18. Avoid any ambiguity in the screenplay you write, and clearly demonstrate how the 

intended knowledge has been produced and to what it relates. 

19. Form your script and its ending in a way that induces the intended message to the 

audiences. 

19.1. The ending of the story and the way you tell it are the two most important factors 

that affect the audiences’ interpretations. 

19.2. Pay a careful attention to everything from the words you use to the type of 

sentences you make and their orders. 

20. Avoid information overload in your movie script and stick only to one core message. 



 

 
 

58 

20.1. The only information that is needed to be included in the screenplay is about how 

the intended knowledge (the message) affects or is affected by the competitive 

environment of the organization. 

21. Determine the type of knowledge that is intended to be transferred (the message).  

21.1. Any knowledge belongs to one of these categories: 

 Declarative knowledge (know-what) 

 Procedural knowledge (know-how) 

 Experiential knowledge or experience (know-why) 

 Orientation knowledge (know-where) 

 People-related knowledge (know-who) 

21.2. Examine any information you want to add to your script to find out whether it is 

relevant to this type of knowledge or not. If it is relevant present this information in 

the script, otherwise omit it. 

22. Provide a brief background of each and all of the individuals you interviewed in together 

with their role in the creation of the knowledge and their contact information, as an 

attachment of the script. 

23. While writing the script, you should always consider the absorptive capacity and the 

decoding competence of the intended recipients. 

24. At the beginning of the story you should assign a time to introduce the characters and 

their personalities to the audiences. 

25. Formulate the hero’s actions in a way that represents the path that the company takes its 

steps in that direction. 

25.1. The hero should be the personification of the organization’s values and achieve an 

exceptional result by acting upon these values. 

25.2. Never exaggerate the positive characteristics of the hero. 

26. Arrange some incentives in your story to motivate the recipient to utilize the knowledge. 

26.1. Enhance the audience’s extrinsic motivation by showing her the benefits she may 

make from applying this knowledge. 

26.1.1. This benefit can be a reward, manager praise, or avoidance of reprimand. 

26.2. Show how this new knowledge adds critical values for customers. 

26.3. Show the disadvantages of the old ways of doing thing without applying the new 

knowledge. 



 

 
 

59 

27. Depict the environment of the place which the story occurs in, as close as possible to the 

work environment of the audiences. 

27.1. Search for any kind of shared understanding between the sources and the recipients. 

27.1.1. You may search for similarities among their: work values, norms, 

philosophies, problem-solving approaches and prior work experiences 

28. Pay a considerable attention to visual details of contexts in your movie script. 

28.1. Describe the environment of the story so that the audience can see images in her 

mind while reading the script. 

29. Do a comprehensive research about each character of your story. 

29.1. This research can be done by observing the people who have common 

specifications with the character, searching through their experiences, or exploring 

and investigating their backgrounds to come to a deep understanding of your script’s 

characters. 

29.2. This research can be done through Internet, in libraries, in a business place, or 

through some interviews. 

30. You should avoid impertinent sentences in your dialogue and try to keep it as short as 

possible. 

30.1. Tell story by action instead of long and boring dialogues whenever it is possible. 

30.2. Any dialogue you write should move the story forward; otherwise it is unnecessary 

and must be omitted 

30.3. Be patient and revise the dialogue several times until you cannot make it shorter or 

say it in a better way anymore 

30.4. Ask someone to read the dialogue to you, and try to find its errors. 

31. Never embed lots of information in a single scene. 

31.1. Try to distribute information evenly in the middle and last part of your script 

31.2. Some critical information needs to be pointed out repeatedly in different parts of the 

script 

32. Never use lots of numbers in your scripts. 

32.1. When you need to use a number, place it in a context. 

33. Send the revised version of the script to all the sources you have interviewed. 

33.1. Ask them to read it and let you know if they found anything, which is, from their 

point of view, in contrast with the fact or different from what they explained to you. 

33.2. Keep your script away and engage yourself to some other matters, while you are 

waiting for their responses. 
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Chapter 5: Application of the Guidelines on a 

Real Case 

In this chapter we explain, how we did apply this guideline on a real life case in HCC. For 

this purpose, we did three interviews with 4 persons in a large health care organization. As 

you can see in figure 9, first we interviewed a senior manager who was the training manager 

of the organization. She mentioned one of the gaps of the organization, and then introduced 

us to one of their employees who told her a story that contains the knowledge that addresses 

this gap.  Later we interviewed that employee who is the headmaster of some of the 

organization’s schools. This interview was more focused on the intended story and she 

introduced us to two other employees who were directly involved in the story. So as the last 

step we contacted and interviewed these two employees who were vice principals and 

teachers. They were directly involved in the story and may be considered as the sources of 

knowledge which is embedded in it.  

You can find the transcript of these interviews in appendix B.1-B.3 and the summary of them 

in appendix C. You may also find the movie script which we wrote by applying these 

guidelines in appendix D. 

 

 

Figure 9 - Order of interviews 
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1. Try to clearly define the objective of your project and the message which is intended to be 

delivered. 

We started our project by interviewing Agneta as a senior manager of HCC. She is a training 

manager and, as we expected, knew several gaps in HCC.  The gap she was mentioned in the 

interview was “most of the new employees are coming straightly from schools and 

universities and have no or just a little work experience in the area of health care. They think 

that they should solve all the problems by referring to what they learned in schools and they 

do not need to do anything more than they are told to do”. As the knowledge to address this 

gap, she mentioned, “focus on the individuals to address and solve their problems and do it 

creatively”. The objective of this project is to write a movie script to deliver this message to 

some recipients in HCC who are in need of this knowledge. 

2. You may search inside the organization to find the stories which have the intended 

knowledge within their heart. 

3. Some sources of stories (other than the organization’s employees) that you may refer to 

are: products, working partners, and customers. 

After defining the message and objective of the project, we asked Agneta whether she had 

heard any story in HCC which contains this message. To help her to understand our question 

and come up with an appropriate answer, we explained to her that by story we mean any 

socially constructed accounts of past events that are considered important or significant to the 

organization’s members, like best practices. We also told her that it should not necessarily be 

a success story. Then we introduced some source of these stories to her according to 

guideline 3. Since the company has no products and the intended message has no relation to 

the characteristics of the organization’s relationship with its partners, it was not needed to 

introduce products or working partners to her. We just told her that it could be a story from 

the happy and loyal customers of HCC, the experiences they had with the company, or the 

difference that the company made in their life. Then she told us a story about how one of 

their employees solved a customer’s problem creatively. 

4. You would better not to rely only on one source or the main source of the knowledge. 

We asked Agneta to introduce us to those employees who were involved in this story. But she 

just knew the person who told this story for her. This person was Carin, a teacher and 

headmaster of two HCC’s schools. So, we interviewed Carin and found more bits and pieces 



 

 
 

63 

of the story. Carin introduced us to Lina and Emma as the employees how were directly 

involved in this story. Our last interview was with these two employees and helped us to find 

lots of details about the story and the characteristics of people who were involved in it. 

As we expected there were many differences in what each of the interviewees narrated for us 

as the intended story. For example Agneta said, “There was this young man, that he was 

highly functional, that means he could live by himself, he could do his own food but he 

needed somewhere to be during days, because he could not hold a job situation. But he was 

highly functional, he just had one problem”. While Carin stated, “Our school is in Sollentuna, 

he also was living there. He could sit for hours and hours just waiting for a bus.” Or “after 

that he could go wherever he wants to” Which means that he could go by bus alone. On the 

other hand Lina and Emma told us “The risk document for this child was pretty big compared 

to others, so I can say he was one of the most difficult and complex children that we ever 

worked with. He had a special diagnosis, including the food problem.” Or “he was in class by 

himself and not interacting with other children during the day” or “His behavioral problems 

took over his food problems”.  So if we relied on just interviewing Agneta or even Agneta 

and Carin there would be many things in our script which was far from reality and it would 

affect the credibility of our script. 

5. Motivate the interviewee to provide you all information she has. 

At the beginning of each interviews we briefly introduced our project to the interviewees. We 

told them that we are doing our master thesis and the goal which we are pursuing is to 

introduce a set of guidelines for facilitating the process of screenplay writing by intention of 

transferring knowledge inside organizations. Then we explained some benefits that a 

company may make from transferring knowledge internally and how their contribution in this 

project may lead to bringing these benefits to HCC. We also asked Agneta to set an interview 

time with Carin and asked Carin to set an interview time with Lina and Emma. It caused 

them to be more willing to contribute in interviews with us. We also promised them to send 

them the results of our work, so they can see how their contribution can make a change. By 

doing all of these, we showed that their responses to our questions are valuable for us and 

HCC and we respect their participation. So, they considered each interview as a serious 

matter and showed more enthusiasm for answering our questions while trying to respond 

precisely. 

6. Consider performing a semi-structured interview. 
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Before each interview we prepared a set of questions to ask during the interview and sent 

them to the interviewees a couple of days before each interview. You may find these 

questions in Appendix A. These questions helped us to save time in two ways. Firstly, we had 

a structure for the interview instead of leaving it completely open and let the interviewee 

speak freely for a long time and with lots of irrelevant details. Secondly, the interviewees got 

familiar with the main contents of the interviews and prepared themselves for answering any 

related question with this regards. So there was no need for thinking a lot before responding 

to our questions during the interview. Some of them even contacted their colleagues and 

consulted with them to be able to answer our questions more accurately.  

7. While the interviewees respond to your questions, do not interrupt them or ask for 

clarification in the middle of their talking Do do not express emotions such as disbelief, 

approval, pleasure, disgust, surprise and so forth. 

We tried to be as neutral as possible during each interview. We only tried to show our 

interests when they were explaining something that was closely related to our goal of 

interview to persuade them to explain more, or tried to change the topic when it lost its 

relevance.  

8. Consider these problems while searching through the organization’s electronic 

documents: 

 Inconsistencies of abbreviations 

 Redundant keywords 

 Errors in spelling 

 Inconsistent spelling of words 

 Improper combination of dissimilar terms 

 Inconsistent compounding of words 

We could not apply this point of the guidelines because there was not any electronic 

document related to the story that we were searching information about.  

9. Choosing only credible sources is a crucial factor to be considered. 

All the employees that we interviewed had a long time of working experience in HCC. All of 

them got promoted during the years that they have been working for this company, which 

may be an indication for their success in their jobs. Agneta was the training manager of HCC. 
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Carin was the headmaster of two HCC’s schools and the responsible person for starting new 

schools in HCC. She had been a headmaster for nine years, which 5 years of that were in 

HCC. Before that, she was a teacher and a tutor for teachers. Lina had been a vice principal in 

HCC since August 2011, and before that she had been a HCC’s teacher for several years. 

Emma had been a vice principal in HCC since 2011 and before that she had been a teacher 

assistant and a teacher in HCC for several years. 

10. Make sure that the intended recipient is the appropriate one for the message of project. 

Although all the interviewees including Agneta  employees’ training manager  believed that 

the intended knowledge might be beneficial for all the employees of HCC, we found out that 

the employees who may make most benefits out of this knowledge are HCC’s teachers. The 

first reason is that teachers who work with disabled children have enough intrinsic motivation 

for receiving the intended knowledge. Normally it is really pleasant for these teachers to see 

that they could help these children to improve their abilities and be able to live more 

independently. By applying the intended knowledge the chance of reaching this goal 

increases for them.  

Moreover, as Agneta mentioned, most of the new teachers are coming straightly from schools 

and universities and have no or just a little work experience in the area of health care. They 

think that they should solve all the problems by referring to what they learned in schools and 

they do not need to do anything more than they are told to do. The gap here is that, the main 

goal of their job is to improve disabled children’s life quality, but in some cases it is not 

reachable by only applying whatever they learned in schools and universities. They need to 

be creative and solve the problems of these cases innovatively by focusing on them 

individually. So, this knowledge can fill this gap and they may be the appropriate recipients 

for it. 

11. Check whether movie or movie script is an appropriate channel for transferring the 

intended knowledge 

The knowledge, which was intended to be transferred via this project, is focus on the 

individuals to address and solve their problems and do it creatively. This knowledge is an 

explicit one, so its degree of stickiness is not that high. Moreover this knowledge is not 

highly depended on “learning by doing”. As we explained previously these are not enough 
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reasons for making sure that movie or movie script is an appropriate channel for transferring 

this knowledge, but they say that the risk of failure is not so high.  

12. The one who is writing the script should have a good encoding competence which is the 

ability to clearly put ideas into words or symbols, having a good command of language, 

and being easily understandable. 

Our native language is not English, so for the sake of clarity and have an error free script we 

gave the script to one of our colleagues for review and make the possible modifications. 

13. Codify the intended message 

To be able to codify the intended message, we recorded all the interviews, and then wrote 

them completely on paper. There were lots of unnecessary or repeated information in the 

interviews and the story part. So we summarized and organized them to meet our goal. Then 

we tried to codify the core message by making it as organized as, explicit, portable and easy 

to understand as possible.  

14. Only use real characters and events  

What we searched through our interviews was a real story of a success or a failure that has a 

valuable message for others to learn from. We confirmed it with the training manager of 

HCC and then dig through it till we reached the main sources of the story. Then, while we 

were writing our screenplay we used the same characters and events and tried to be as 

realistic as possible. 

We defined the main characters of our script, which were Lina, Emma and Karl exactly as 

they are and we observed them. We just changed their names. There are some other 

characters in the story that had not a main role and just were there to smooth the flow of it. 

These characters are not real ones, but we tried to define them close to a typical person in 

their position, and based on our observation from them. 

The events are all genuine and were extracted from the interviews. The order of the events 

may have some minor changes to make the whole story more organized and intelligible.  

15. Consider the values and the main goal of the organization in developing the movie script 

and illustrate the alignment of the intended message with them 
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We asked all the interviewees the main goal and values of the organization. According their 

responses, its main goal and values are to be the best in the area of health care services and 

make the customers happy by helping them to become able to live as independent as possible 

in the society.  

Then we tried to find connections between these goals and values in the so-called story and 

make them bold to be easier to follow and learn. To satisfy this we wrote the whole script in a 

way that shows one of the organization’s employees is trying to solve a customer’s problem. 

This effort leaded to increase his ability to live more independent and happier life. 

16. Create a conflict in the core story of the movie script 

In the story that we heard there was already a conflict. A boy that needed to go by trains and 

busses but he had difficulties to go by new trains and busses with red seats. What we did was 

to focus on his red seat problem and show it as a conflict in his daily life and how it made his 

and his parents life miserable by forcing them to wait long hours in bus stations in bad 

weather, or being late for their work. 

17. Paint a picture of a challenge or an adversary that the hero needs to overcome by 

applying the intended knowledge 

The challenge in this script is solving the problem of a little boy who refuses to go on busses 

with red seats. At some points he gets into fights and makes lots of problems for himself and 

people around him. The hero of the story is his teacher who tries to help him by being patient 

and innovative. Lina, who is the hero, solves the red seat problem of Karl by taking a picture 

of a blue seat, put it in a plastic cover and carry it around, so she can put it underneath him 

whenever he wants to seat in a bus with red seats. This simple solution actually worked for 

him and solved his problem permanently. 

This challenge is completely tangible for the intended audiences, who are the teachers of 

HCC, since they always face some similar challenges in their daily working life. 

18. Avoid any ambiguity in the screenplay you write, and clearly demonstrate how the 

intended knowledge has been produced and to what it relates. 

19. Form your script and its ending in a way that induces the intended message to the 

audiences. 
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In our script we organized the story, defined the characters and situations, and chose words 

and the order of the sentences in a way that have a smooth and easy to understand flow from 

the start to the end. We tried to reduce the ambiguity of each and all of the sentences and 

scenes of the script by reading through it several times and editing any ambiguous sentence 

or scene we found. We also clearly demonstrate how Lina focused on Karl and addressed and 

solved his red seat problem creatively.  

20. Avoid information overload in your movie script and stick only to one core message. 

To avoid information overload we read the story provided by our interviewees over and over 

and tried to refine it and subtract repetitive or irrelevant information and events as much as it 

does not affect the core message of the story. For example the boy had both problem of going 

by new trains and sitting in busses with red seats, and we just focused on his red seats bus 

problem. Another example is that the interviewees explained lots of other problems of Karl 

without mentioning any innovative solution for them. We omitted this information without 

affecting the core message of the story negatively.  

21. Determine the type of knowledge that is intended to be transferred (the message).  

The knowledge that is intended to be transfer via this movie script was focus on the 

individuals to address and solve their problems and do it creatively. This knowledge is a 

procedural knowledge because it is about knowing how to solve the customers’ problems. 

We omitted any information that was not relevant to this type of knowledge from the story. 

As an example of this kind of information, we may refer to the reason of taking pictures of 

the children by HCC’s teachers. As you may read in the summary of the third interview, the 

interviewees explained this reason as: 

We always carried around a camera, to take pictures when he 

was happy. We have a book, full of all children’s photos. Every 

day we write something to their parents, and put the pictures in 

the book, so they can see what their children are doing during 

the day. We used these pictures from the beginning, to make 

everything more living for the parents, since most of them do 

not talk very good Swedish. So just to be able to communicate 

with them in an easier way the picture idea came up. In this 

way we show them what their kids are doing during the day. 
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We believe that since these pictures are real and not just ones 

from the Internet, they have more influence. 

22. Provide a brief background of each and all of the individuals you interviewed in along 

with their role in the creation of the knowledge and their contact information, as an 

attachment of the script. 

Attached to the script we have a list of the persons that we interviewed during this project and 

a short background together with their contact information. So, the teachers are able to reach 

them if they need any extra explanation or they have any question. It will also increase the 

credibility of the sources in the view of the recipients. 

23. While writing the script, you should always consider the absorptive capacity and the 

decoding competence of the intended recipients. 

Since the intended recipient of the script’s message are HCC’s teachers and those people who 

we interviewed were also teachers of HCC, we tried to use words and sentence structures that 

are almost the same or close to those we heard during these interviews. So we expect that it 

could be easily understandable for recipients, because their absorptive capacity and decoding 

competence are almost the same, since they have relatively similar educational backgrounds 

and working experiences. 

24. At the beginning of the story you should assign a time to introduce the characters and 

their personalities to the audiences. 

We introduced the three main characters of the script at the beginning of the scenes that each 

of them entered the story. Firstly, we introduced Karl then Lina and finally Emma. 

For example, we introduced Karl at this part: 

Karl is a tiny 11 year old boy. He looks pretty normal but doctors diagnosed that he has autism. 

His parents took him to doctor after his problems at school got worst and worst. 

25. Formulate the hero’s actions in a way that represents the path that the company takes its 

steps in that direction. 

The main goals and values of the organization are to be the best in the area of health care 

services and make the customers happy by helping them to become able to live as 

independent as possible in the society. Whatever the hero (Lina) does is in alignment to these 



 

 
 

70 

goals and values. She tries hard to solve Karl’s problem and make him more independent and 

happy. There was no need to exaggerate her character or assign any kind of extraordinary 

capability to her for being able to achieve these goals.  

26. Arrange some incentives in your story to motivate the recipient to utilize the knowledge. 

The best motivation for other teachers for utilizing the knowledge which is embedded in this 

story is the happiness of customers. The story shows how the hero of the story (Lina) solved 

the conflict and actually adds a critical value for both the child and his family by solving 

Karl’s red seat problem. In one scene of the story we showed how Lina’s efforts made Karl 

happy when he sat on the picture and he started saying “Harmony, harmony” which is the 

expression he always uses when he feels everything is perfect. In another scene of the story 

we showed the disadvantages of old techniques by showing how they led to Karl’s sadness 

and angriness and his fighting with other children.  

27. Depict the environment of the place which the story occurs in, as close as possible to the 

work environment of the audiences. 

28. Pay a considerable attention to visual details of contexts in your movie script. 

Most of the story is happening outdoors, so we tried to show it as close as possible to 

Stockholm’s city environment, where the real story happened at and the recipients (teachers) 

living in. Only one scene of the script is happening inside one of the HCC’s offices, and we 

explained it based on our observation from the company offices. We also showed the 

similarities of the hero’s daily job activities and her problem solving approach in the story 

with the recipients (HCC’s teachers . For example we mentioned that they go out in pairs or 

carrying a bag of some necessary stuff and archive their daily activities. 

29. Do a comprehensive research about each character of your story. 

The main characters of our story were Karl, Lina and Emma. Lina and Emma are two HCC’s 

teachers. We interviewed both of them and some other teachers of HCC and investigated 

their background and experiences. We also observed their behaviors.  

Karl is a young boy who is suffering from autism. During our interviews with his teachers we 

asked several questions about him, his physical appearance, his problems, and his syndrome. 

We also asked for more sources to study about the people who have the same problem.  
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30. You should avoid impertinent sentences in your dialogue and try to keep it as short as 

possible. 

In this script we have just a few dialogues and we do not have any long conversations. We 

tried to tell the story by action instead of long and boring dialogues. Those few short 

dialogues at some scenes are used to show characters feelings and help the story to move 

forwards. For example there is only one dialogue at first scene and there is no dialogue at all 

at the second one. We reviewed and re-read the whole script several times and made it as 

short and error free as possible. We also asked one of our friends to read it to us, which 

helped us to find and fix some minor errors. 

31. Never embed lots of information in a single scene. 

In this short story we have 9 scenes and some of them are only one paragraph. In the starting 

scenes we only introduced our main characters and the problem. The scenes that are in the 

middle of the script are a little longer and contain more information about how they reacted 

to the problem and finally solved it. Some important information like the definition of the 

problem and the patience of the hero in solving it are pointed out repeatedly in different parts 

of the script. 

32. Never use lots of numbers in your scripts. 

The only numbers that we used in this script is the ages of the characters. 

33. Send the revised version of the script to all the sources you have interviewed. 

We sent the script to our interviewees after the final revision and asked them to send us their 

feedbacks and opinions about it. We made some minor changes in the script based on their 

suggestions. Keeping the script away while we were waiting for their responses helped us to 

find some more minor errors when we read it again after this period. 
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Chapter 6: Evaluating the Guidelines 

In order to evaluate the set of guidelines further than just doing rational reasoning and 

supporting with scientific literatures, we employed method triangulation by asking experts' 

opinions about the applicability and efficiency of the guidelines, testing the clarity and 

understandability of them, and testing the performance of a movie script written based on the 

guidelines. In this chapter, you can read about the quality of this evaluation. 

6.1 Asking Experts’ Opinions  

In the first step, we contacted several experts in the area of knowledge management, movie 

production and script writing and asked to assign a time for a short interview to discuss their 

general and professional opinions and comments on the guidelines. Unfortunately only few of 

the contacted persons accepted to have this interview, and we managed to send the required 

materials to them and later had short interviews with them. 

The first interview was with Dr. Åsa Smedberg who is a senior lecturer and researcher at the 

Department of Computer and Systems Sciences in Stockholm University. She holds a Ph.D. 

degree in computer and systems sciences and has done several researches in the areas of 

Knowledge Management, Collaborative Learning, and the Use of IT for Continuous 

Learning. The main purpose of this interview was to evaluate the efficiency of the guidelines 

from knowledge management perspective. You can find the transcript of this interview in 

appendix B.4. 

In general, she said that “The guidelines I think, they are very concrete and practical” and 

“The interview techniques and that kind of things that you are presenting here, I think it could 

be a really good contribution to the field.” But she also found them a bit hard to understand 

without reading their explanations, for someone without an academic background in the field 

(Knowledge management). She suggested that we could integrate the guidelines and their 

explanations.  

We found this comment very useful, so we restructured our guidelines, so the reader can find 

the required explanation of each guideline just beside it (chapter 4, sections 1&2). In this way 

the reader can easily access the complementary information whenever she finds some 

ambiguity or feel confused. 
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Then Dr. Smedberg suggested observation as an important method for data generation to be 

used along with interviews. She reasoned that interviews are not enough for extracting tacit 

and sticky knowledge. We explained that although we considered observation as a 

complement for interviews in the fourth point of the guidelines; we could not focus on it in 

more details because of time and resource limitations of this research. Moreover, in the 

guideline number 11 we argued that movie or movie script may not be an appropriate channel 

for transferring tacit knowledge or any knowledge which is highly dependent on learning by 

doing or its degree of stickiness is high.  

She mentioned the interaction between sources and recipients of knowledge is a facilitator for 

knowledge transfer process. She believed that we pointed out this matter properly in the 

guideline number 22 where we suggested providing a brief background of each and all of the 

individuals who were interviewed in along with their role in the creation of the knowledge 

and their contact information, as an attachment of the script. By following this, final user can 

always contact the source of the knowledge and ask for more details and explanation.  

Further she stated that context is very important in this area in terms of people, culture and 

different roles, and she was happy that we tackled this concern in our guidelines (27, 28, 29).  

The second interview was held at the Stockholm Academy of Dramatic Arts with professor 

Barbro Smeds. She is a professor of artistic knowledge and a senior lecturer. She has written 

over 25 screenplays since 1989. Some of the courses she teaches are ‘Knowledge Reflection 

for Performing Artists’ and ‘Practical Skills for School Teachers’. The purpose of this 

interview was to determine the efficiency of the guidelines from screenwriting perspective. 

You may find the transcript of this interview in appendix B.5. 

In general she said “It is very through and I think you have made a very good work in 

pinpointing down this” and in the end she said “I can only express my admiration that you 

had energy to pinpoint it down, it is very through, I can really see how much effort you put 

into this.”  

She suggest that it will be a great help for the person who is reading the guidelines to have 

some kind of example to see it in practice. We explained that we applied all these guidelines 

on a case and wrote a movie script by using them. We added that, there is a chapter (chapter 

5) in our thesis report which is dedicated to explaining the quality of this application on a 

case, which may be referred as an example of practical application of these guidelines.  
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Then she pointed out that in this kind of activities, it is very important that you catch 

audience attention. She suggested that for this we should concentrate on our guidelines 16 

and 17 (16. Create a conflict in the core story of the movie script and 17. Paint a picture of a 

challenge or an adversary that the hero needs to overcome by applying the intended 

knowledge.), otherwise it will be predictable and will bore the audience. She suggests that we 

need to deal a little bit more with the necessity of being surprising. “That is somehow the key 

to get the peoples interest and I think that is what you want to do.” 

She also found the guideline number 21, which categorize knowledge into 5 different types, 

very interesting and effective. 

To determine whether this set of guidelines is applicable in real world, we contacted the 

senior managers, who we interviewed while we were applying the guidelines on a case, and 

asked their general opinions and their opinions about its applicability. We asked to have short 

interviews to get their response but they were so busy. So we created a template with a set of 

questions to get their opinions. We used ‘Semantic Differential Scale’ which is easy to follow 

and fast to answer. We also asked about the strength and weaknesses they spotted in the 

guidelines. The results are presented in tables 3 and 4. The first one is the responses from the 

first person that we interviewed who is a training manager in HCC and the second one is 

from our second interviewee who is the head master of some HCC’s schools.  
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Table 2 - Training manager's Responses 

Useful X         Useless 

Easy to understand   X       Hard to understand 

Easy to follow   X       Hard to follow 

Applicable   X       Inapplicable 

Strengths 

• They are comprehensive and discussed different aspects 

• The extraction of knowledge part contains useful information 

• Rich in regard to knowledge management 

• They are written fluently 

• The focus on the reality of characters and events 

• The focus on the credibility of sources 

Weaknesses 

• There are lots of guidelines which may become boring for 

readers 

• Some points may need more description to become 

transparent 

Comments 

The story that you provided seems useful. You did a great job 

writing it. I heard the story with different details. But this 

version sounds more interesting. 

 

Table 3 - Head master's responses 

Useful X         Useless 

Easy to understand     X     Hard to understand 

Easy to follow   X       Hard to follow 

Applicable   X       Inapplicable 

Strengths 

• Useful 

• Being written in a well-structured and understandable 

manner 

• Mostly used easy words 

Weaknesses 
• Long 

• Too many points to follow 

Comments   
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The responses and comments of these two organization’s managers put stress on the 

usefulness of our set of guidelines. Both of them found it fairly easy to follow and 

understand. This situation also applies for the applicability of the guidelines. The training 

manager pointed out that the guidelines are rich, in terms of knowledge management and she 

liked the fact that we tackled it from different aspects. The school’s manager mentioned that 

the guidelines are well structured. All these comments and points will sum up and let us to 

come up with this conclusion that the guidelines can be applicable in real world situations.  

In one of the comments the training manager mentioned that she heard the story with 

different details. Since we extracted the story directly from the source, and it secures that our 

story is more genuine, this will once again stress the need of storing these knowledge 

intensive stories and the efficiency of the method we applied, to lower the danger of valuable 

knowledge loss. 

About the weaknesses, both managers pointed out that the set of guidelines is long and a bit 

complicated at some points. Although we believe that the guidelines can be modified at some 

parts, to be shorten and easier to understand; we may also state that it might not seem too 

long or complicated for a person who wants to apply it on a real case. 

6.2 Testing the Clarity and Understandability 

For testing the clarity and understandability of the set of guidelines we designed a 

questionnaire and asked 17 students to read the guidelines and then answer the questions.  

Since number of professionals who have a practical experience of making movies for 

transferring knowledge inside organization is very limited and we could not reach any of 

them despite putting a considerable effort on it, we had to choose ‘none-probability 

sampling’ over ‘probability sampling’. The technique we applied for this reason was 

‘Purposive sampling’. Since the professionals, who are expected to use and be benefited from 

this set of guidelines, normally have a bachelor or a higher degree; we selected our 

respondents among students who study different majors in one of the higher education 

institutes of Stockholm.  Table 4 shows the study majors of the respondents. 
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Table 4 - Study majors of the respondents 

 

We designed 24 closed questions and tried to keep them as brief as possible while they 

remain understandable and unambiguous. Each question is relevant to one or several points 

of the guidelines and designed to evaluate the clarity and understandability of that specific 

point or points of them. We also tried to keep the questions objective by asking the questions 

that the participant may not know their answers, before studying the guidelines and by 

designing them in a way that their words do not conduct the participants to choose a 

particular answer. You can find this set of questions in appendix E.1. Table 5 shows which 

question is representative of which guideline points. (Oates, 2006) 

Table 5 - Questions and guidelines relations 

Question 1 2 3 4 5 6 7 8 9 10 11 12 

Guideline 1 2 3 4 5 6 7 8 9 10 11 12 

Question 13 14 15 16 17 18 19 20 21 22 23 24 

Guideline 13, 14, 15, 16 
19 

17, 18, 20, 22 21 23 24, 25 26 27 28 29 30, 31, 32 33 

 

Before presenting the questionnaire to respondents, we piloted it. We asked two of our 

friends who are studying master of Engineering and Management of Information Systems in 

KTH, to respond to the questions and try to find any difficulties in answering them, any 

vague or ambiguous question, and to see whether the 15 minutes time we allocated for 

reading the set of guideline is reasonable. 

After making sure that designed questions have an acceptable quality, we asked the 

respondents to respond to the questionnaire under our supervision. First we introduced our 

research to them briefly and explained the purpose of the questionnaire. We also explained 

Major 
Information and Communication 

Systems 
Management Engineering 

Natural 

Science 

Respondents 7 4 4 2 



 

 
 

79 

that their responses will remain confidential and their participation in answering the questions 

is voluntary. Then we explained that they have 15 minutes to read through the set of 

guidelines and then they should return the guidelines to us, get the questionnaire, and 

response to its questions according to the studied guidelines. Figure 10 shows how each 

participant responded to the test. You may also find the responses to each question by each 

student in appendix E.2. 

 

Figure 10 - Test results 

In figure 10 you can see that there are two test results which seem to be too far from the rest 

of them. There is a chance that they are outliers and needed to be omitted from our set of 

results. As Grubbs  19 9  defined, “an outlying observation, or outlier, is one that appears to 

deviate markedly from other members of the sample in which it occurs”. As Brandimarte 

(2011) stated whenever data is collected through a questionnaire there is a high chance of 

facing outliers in data analysis phase. Since the number of our samples is small, the overall 

result is highly sensitive to outliers. So, we need to detect them and remove them from our 

dataset. There are several techniques for detecting outliers. The technique, which is suggested 

by Brandimarte, is using boxplots. Figure 11 shows the boxplot that is drawn for our dataset 

and you can see that two outliers are marked in it.  
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Figure 11 - The boxplot for results 

We expected this deviation in results because of the different rates of motivation in 

respondents. For example in the group of those who studied Information and communication 

technology, although the levels of education of the respondents were almost the same, we 

have both high scores like 100 and 91.67 and a very low score of 20.83. All of these high 

scores gained by our close friends who cared about the result of the test, since we explained 

to them the importance of these results for our research. So they read the guidelines and 

answered the questionnaire carefully. On the other hand, there is a chance that the respondent 

who got the result of 20.83 in this group, participated in this test just because we asked and 

he/she did not want to reject this request, but did not put enough attention and effort for doing 

it. Since other factors like time limit and place of the test were the same in all the cases, we 

may conclude that motivation and as a result of it, attention are playing important roles here.  

So we excluded the two outliers from our dataset and continued our analysis based on the 

new dataset as it is shown in figure 12. 
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Figure 12 - Test results after eliminating the outliers 

According to figure 13, the average results made by each category of students induces an 

impression that the set of guidelines is easier to understand for those students who study 

Information and Communication Technology or Management in compare with those who 

study Engineering or Natural Science. Of course since each category has just a few members 

there is a high risk that the selected persons are not good representatives of the whole 

populations, so this conclusion is a weak one and not highly reliable. But since the majority 

of the potential users of this set of guidelines are people with an academic background close 

to the members of first two categories, it may be considered as a positive point. 
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Figure 13 - Average of test results for each category 

The overall average of the test results is 75.58% and 11 out of 15 (73%) respondents got a 

result over 70%. So, we may conclude that the set of guidelines as a whole was reasonably 

clear and understandable for readers.  

 

Figure 14 - Overall average of results over 70% 

Figure 15 shows the percentage of correct answers to each question. We consider those points 

of guidelines which are related to the questions that got 70% or more correct answers as clear 

and understandable ones. There are only 6 questions with a rate of correct answers lower than 

70%. These questions are 5, 8, 13, 18, 22, and 24.  
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Figure 15 - Percentage of correct answer to each question 

Questions 5 and 8 represent guidelines 5 and 8. These guidelines contain some terms like ‘the 

enhancement of their self-esteem’, ‘the reinforcement of their own knowledge’, ‘inconsistent 

compounding of words’, or ‘improper combination of dissimilar terms’. Since only the 

summary of the set of guidelines (section 4.3) was provided to the respondent, without the 

chapter which discusses and explains each of them (sections 4.1 & 4.2), there is a chance that 

the respondents could not absorb the concepts of these guidelines properly, because s/he did 

not know the definition of such terms.  

The choices in questions 13 and 18 are not homogenous and might make some confusion. It 

means that, they point to more than one guideline. Question 1 ’s choices represent guidelines 

1 ,14,15,1  and question 18’s choices represent guidelines 24 and 25. It might make 

confusion in these questions, and it may be considered as the reason of low correct answers’ 

rate.  

Question 22 represents guideline 29 that has a long sentence in 29.1 and it seems that it 

contains lots of information that increases the risk of information overload. It could make it 

complicated and reduced its clarity. It might be more understandable and clear if we had 

broken this long sentence to some smaller ones and distributed the containing information 

evenly in several points.  
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Question 24, which is a True or False question, has a problem in its formulation. The 

statement of the question has two parts; the first part is true and the second part is false. It 

could lead the respondents to confusion.   

In general, since we were not experts in formulating questions we made some mistakes in its 

process, although we did create a pilot before running the final test. Another intervening 

reason might be the multidisciplinary characteristic of these guidelines. The respondents did 

not have scientific background of all the topics tackled in the guidelines, which might be the 

source of some misinterpretation of guidelines’ terms by them. As an example, screenwriters 

use the term ‘conflict’ to refer to a major obstacle that the hero of the story needs to 

overcome. But the word ‘conflict’ may induce a negative sense to the reader who does not 

have basic knowledge of screenwriting.  

6.3 Testing the Performance of the Movie Script Written for 

the Case 

As the last step of the guidelines evaluation, we examined whether the script, which we wrote 

for the case, could be successful in transferring the knowledge that we intended it to be 

transferred or not. We wrote two short cases for this reason. One of them is a success story 

and the other one is failure story. Then we asked some questions about the cases which could 

reflect whether the reader did understand and learned the knowledge which was embedded in 

the written movie script. You can find these cases and questions in appendix E.3 you may 

also find their results in appendix E.4. 

In this part of our evaluation we faced some difficulties. The tests were designed for the 

organization’s schoolteachers who are actually the final users of this story. We planned to 

take the tests ourselves, but since we did not have access to the teachers, we asked the 

manager of two schools who we interviewed previously to help us. She could not arrange the 

test session so she gave the script and test cases to teachers and return test results to us.  

Another difficulty that we faced in this phase was that, the script and tests are in English and 

there is a possibility that test takers were not comfortable taking tests in other languages than 

Swedish. In figure 16 you can see the test results.  
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Figure 16 - Movie script’s test results  

Fortunately the result is rather satisfactory. There were eight participants and the average of 

the results was 85% correct answers. Three out of eight chose all the correct answers and four 

of them only made one mistake. Only one of the participants made two mistakes in five 

questions. 

Although the questions look fairly easy, but we tried to formulate the test cases and questions 

in a way that reflect the knowledge which is embedded in the movie script, not the cases. As 

an example we may refer to the first question. The question is about what the first character 

of the case could do to avoid facing the problematic situation that she faced. The answer to 

this question is, focus on Edwin individually and study his past records. This answer cannot 

be inferred from the case description itself. The respondents should have received the 

knowledge which is embedded in the movie script to be able to get to this answer. This 

intended knowledge was: focus on the individuals to address and solve their problems and do 

it creatively.  

Regardless of all the mentioned difficulties, the high rate of results shows that the teachers 

received the intended knowledge properly. Since we detected a gap and the knowledge which 

address the gap, then searched for a story which contain that knowledge and converted it to 

the movie script, all according to our set of guidelines, we may claim that it shows the set of 

guidelines can be effective in practice. 



 

 
 

86 

  



 

 
 

87 

Chapter 7: Conclusion 

Storytelling in any of its forms, including movie script writing, facilitates knowledge transfer 

by the use of its potency in representing different information’s component and 

interrelationships between them. But using movies and movie-scripts in organizations as a 

knowledge management tool is not as easy as it sounds. There are some issues that should be 

considered, otherwise the result will not be as good as expected or can even have negative 

effects on the audience.  

In this thesis we introduced a set of guidelines to inspire knowledge managers or 

screenwriters who are supposed to write a movie script for transferring knowledge inside 

organizations. These guidelines may facilitate this process by guiding them to foresee and 

prevent the issues and solve the problems which may occur.  

The resulted set of guidelines guides the knowledge managers and script-writers to find a gap 

and the knowledge which address this gap inside an organization, and locate a story that have 

this knowledge embedded in itself. Then it provides some hints for extracting this story and 

writing a movie script out of it in a way that it does not lose its important parts. It also 

introduces issues and problems which may occur during these processes and how they may 

be prevented or solved.  

For achieving this goal, we first did a comprehensive literature review and developed a set of 

guidelines. Then we applied the resulted guidelines on a case. Finally, we evaluated them by 

utilizing method triangulation. We asked experts' opinions about the applicability and 

efficiency of the guidelines, tested the clarity and understandability of them, and tested the 

performance of a movie script which we wrote for the case. 

The result of the evaluations was pretty satisfying. The knowledge management and 

screenwriting experts gave us positive comments about applicability and efficiency of the 

guidelines. They also mentioned some useful hints to improve them, and applied most of 

these editions as long as they were in the scope of this thesis. The managers, who we 

consulted, found this set of guidelines applicable in real situations. They called the movie 

script, which we wrote according to the guidelines (based on a real case of their 

organization), a good example that can be successful in transferring the intended knowledge.  
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The clarity and understandability test returned an average of 75.58% positive results, which 

shows that the user of the set of guidelines can read and understand it easily. Finally the test 

of the movie-script, which we wrote for a real case according to the guidelines, resulted in an 

average of 85% correct answers. It shows that we were successful in transferring the 

knowledge, which was embedded in the script, to the recipients. 

To conclude our work, we can state that we have successfully achieved the goal of this thesis, 

which was develop a set of guidelines to inspire knowledge managers or screenwriters who 

are supposed to write a movie script for transferring knowledge inside organizations. These 

guidelines may facilitate this process by guiding them to foresee and prevent the issues and 

solve the problems which may occur. The significance of this thesis result is that by applying 

this set of guidelines organizations can increase the benefits that they make from investing in 

film production with the purpose of transferring knowledge internally. 

7.1 Future Work 

Although this set of guidelines are developed based on a comprehensive literature review; we 

evaluated its efficiency by applying it in a large Swedish health care company as a case and 

asking the opinion of one knowledge management expert and one screenwriting expert. As a 

future research, the opinions of more experts in the fields of knowledge management and 

screenwriting may be asked and the guidelines may be applied on more cases in some large 

companies in industries other than health care and in countries other than Sweden and some 

movies can be made and tested for these cases. It is also good to do a research and add some 

points to searching phase of the guidelines with a focus on observation as a tool for extracting 

knowledge intensive stories. 

  



 

 
 

89 

References 

Alavi, M. & Leidner, D., 2001. Knowledge management and knowledge management systems: 

Conceptual foundations and research issues. MIS Quarterly, 25(1), pp.107-36. 

Allee, V., 1997. The knowledge evolution: Expanding. Boston: Butterworth-Heinemann. 

Andreu, R. & Sieber, S., 2006. External and Internal Knowledge in Organizations. In D.G. Schwartz, 

ed. Encyclopedia of Knowledge Management. London: Idea Group Reference. pp.173-9. 

Aveyard, H., 2010. Doing literature review in health and social care: a practical guide. 2nd ed. 

Maidenhead: McGraw-Hill/Open University Press. 

Bechky, B.A., 2003. Sharing Meaning across Occupational Communities: The Transformation of 

Understanding on a Production Floor. Organization Science, 14(1), pp.312-30. 

Boje, D.M., 1991. The storytelling organization: A study of story performance in an office supply firm. 

Administrative Science Quarterly, 36(1), pp.106-26. 

Bolino, M.C. & Turnley, W.H., 2003. Going the extra mile: Cultivating and managing employee 

citizenship behavior. Academy of Management Executive, 17(3), pp.60-71. 

Bowden, D., 2006. Writing for film: the basics of screenwriting. Mahwah: Lawrence Erlbaum 

Associates Publishers. 

Brandimarte, P., 2011. Quantitative methods: an introduction for business management. 1st ed. 

Hoboken: Wiley. 

Cabrera, A. & Cabrera, E.F., 2002. Knowledge-Sharing Dilemmas. Organization Studies, 23(5), pp.687-

710. 

Cohen, W.M. & Levinthal, D.A., 1990. Absorptive capacity: A new perspective on learning and 

innovation. Administrative Science Quarterly, 35(1), pp.128-52. 

Connell, N.A., 2006. Organisational Storytelling. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.721-7. 

Corral, K.L., LaBrie, R.C. & St. Louis, R.D., 2006. Document Search Practices. In D.G. Schwartz, ed. 

Encyclopedia of Knowledge Management. London: Idea Group Reference. pp.130-6. 

Czarniawska, B., 2004. Femmes fatales in finance, or women and the city. Exeter, 2004. University of 

Exeter. 

Davenport, T.H. & Prusak, L., 1998. Working knowledge: How organisations manage what they 

know. Boston: Harvard Business School Press. 

Dyer, J.H. & Nobeoka, K., 2000. Creating and Managing a High-Performance Knowledge-Sharing 

Network: The Toyota Case. Strategic Management Journal, 21(1), pp.345-67. 



 

 
 

90 

Edmondson, A., Pisano, G.P., Bohmer, R. & Winslow, A., 2003. Learning how and learning what: 

Effects of tacit and codified knowledge on performance improvement following technology 

adoption. Decision Sciences, 34(2), pp.197-223. 

Eppler, M. & Mengis, J., 2004. The concept of information overload: A Review of Literature from 

Organization Science, Accounting, Marketing, MIS, and Related Disciplines. The Information Society, 

20(5), pp.325-44. 

Fog, K., Budtz, C. & Yakaboylu, B., 2005. Storytelling: Branding in practice. Berlin: Springer. 

Foster, P., 2006. Observational Research. In R. Sapsford & V. Jupp, eds. Data Collection and Analysis. 

London: SAGE Publications. pp.57-92. 

Frensham, R.G., 2008. Teach yourself screenwriting. London: Hodder Headline. 

Gorla, N. & Walker, G., 1998. Is the lack of keyword synergism inhibiting maturation in the MIS 

theory? An exploratory study. Information Processing & Management, 34(3), pp.325-39. 

Grubbs, F.E., 1969. Procedures for detecting outlying observations in samples. Technometrics, 11(1), 

pp.1-21. 

Gupta, K. & Govindarajan, V., 2000. Knowledge management’s social dimension: Lessons from Nucor 

Steel. Sloan Management Review, 42(1), pp.71-80. 

Haldin-Herrgard, T., 2000. Difficulties in diffusion of tacit knowledge in organizations. Journal of 

Intellectual Capita, 1(4), pp.357-65. 

Hansen, M.T., 2002. Knowledge Networks: Explaining Effective Knowledge Sharing in Multiunit 

Companies. Organization Science, 13(1), pp.232-48. 

Hansen, M.T., Nohria, N. & Tierney, T., 1999. What’s your strategy for managing knowledge. Harvard 

Business Review, 77(2), pp.106-16. 

Hendriks, P., 1999. Why share knowledge? The influence of ICT on the motivation for knowledge 

sharing. Knowledge and Process Management, 6(2), pp.91-100. 

Hicks, N.D., 1999. Screenwriting 101: the essential craft of feature film writing. Studio City: Michael 

Wiese Productions. 

Jacobson, C.M., 2006. Knowledge sharing between individuals. In D.G. Schwartz, ed. Encyclopedia of 

Knowledge Management. London: Idea Group Reference. pp.507-14. 

King, W.R., 2006a. Knowledge sharing. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.493-8. 

King, W.R., 2006b. Knowledge Transfer. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.538-43. 

LaBrie, R.C., 2004. The impact of alternative search mechanisms on the effectiveness of knowledge 

retrieval. Ph. D. Arizona State University. 



 

 
 

91 

Li, C. & Hsieh, C., 2009. The impact of knowledge stickiness on knowledge transfer implementation, 

internalization, and satisfaction for multinational corporations. International Journal of Information 

Management, 29(1), pp.425-35. 

Markus, M.L., 2001. Toward a theory of knowledge reuse: Types of knowledge reuse situations and 

factors in reuse success. Journal of Management Information, 18(1), pp.57-93. 

Martin, A. & Brun, R., 2009. Applying Organizational Learning to Enterprise Knowledge Maturing. 

Graz, 2009. I-KNOW'09 and I-SEMANTIC’ 09. 

Mcdermott, R. & O'Dell, C., 2001. Overcoming cultural barriers to sharing knowledge. Journal of 

Knowledge Management, 5(1), pp.76-85. 

Mcevily, S.K., Das, S. & Mccabe, K., 2000. Avoiding Competence Substitution through Knowledge 

Sharing. Academy of Management Review, 25(1), pp.294-311. 

Nickerson, J.A. & Zenger, T.R., 2004. A Knowledge-Based Theory of the Firm: The Problem-Solving 

Perspective. Organization Science, 15(1), pp.617-32. 

Nonaka, I., 1994. A dynamic theory of organizational knowledge creation. Organization Science, 5(1), 

pp.14-37. 

Nonaka, I. & Nishiguchi, T., 2001. Knowledge emergence: Social, Technical, and Evolutionary 

Dimensions of Knowledge Creation. New York: Oxford University Press. 

Oates, B.J., 2006. Researching Information Systems and Computing. London: SAGE Publications. 

Oshri, I., 2006. Knowledge Reuse. In D.G. Schwartz, ed. Encyclopedia of Knowledge Management. 

London: Idea Group Reference. pp.487-92. 

Parker, K.R. & Nitse, P.S., 2006. Competitive Intelligence Gathering. In D.G. Schwartz, ed. 

Encyclopedia of Knowledge Management. London: Idea Group Reference. pp.44-50. 

Pentland, B.T., 1999. Building process theory with narrative: From description to explanation. 

Academy of Management Review, 24(4), pp.711-24. 

Prat, N., 2006. A hierarchical model for knowledge management. In D.G. Schwartz, ed. Encyclopedia 

of Knowledge Management. London: Idea Group Reference. pp.211-20. 

Prusak, L. & Matson, E., 2006. Knowledge Management and Organizational Learning – A Reader. 

Oxford: Oxford University Press. 

Rabiger, M., 2000. Developing story ideas. Boston: Focal Press. 

Reychav, I. & Weisberg, J., 2006. Human Capital in Knowledge Creation, Management and 

Utilization. In D.G. Schwartz, ed. Encyclopedia of Knowledge Management. London: Idea Group 

Reference. pp.221-29. 

 i i re, V.M. &  om n,  .A., 200 . Knowledge flow. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.336-43. 



 

 
 

92 

Rogers, E.M., 1994. A history of communication study : a biographical approach. New York: Free 

Press. 

Rugg, G. & Petre, A., 2007. A gentle guide to research methods. Berkshire: Open University Press. 

Schunk, D.H., Pintrich, P.R. & Meece, J.L., 2010. Motivation in education : theory, research, and 

applications. 3rd ed. Upper Saddle River: Pearson Education International. 

Schwartz, D.G., 2006. Encyclopedia of knowledge management. London: Idea Group Reference. 

Snowden, D., 2002. Complex acts of knowing: paradox and descriptive self-awareness. Journal of 

Knowledge Management, 6(1), pp.100-11. 

Snowden, D., 2006. Narrative. In D.G. Schwartz, ed. Encyclopedia of Knowledge Management. 

London: Idea Group Reference. pp.678-82. 

Srivastava, A., Bartol, K.M. & Locke, E.A., 2006. Empowering, Leadership in Management Teams: 

Effects on Knowledge Sharing, Efficacy, and Performance. Academy of Management Journal, 49(1), 

p.1239–51. 

Straub, D. & Karahanna, E., 1998. Knowledge worker communications and recipient availability: 

Toward a task closure explanation of media choice. Organization Science, 9(2), pp.160-75. 

Szulanski, G., 2000. The Process of Knowledge Transfer: A Diachronic Analysis of Stickiness. 

Organizational Behavior and Human Decision Processes, 82(1), pp.9-27. 

Te’eni, D., 200 . Organizational Communication. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.734-40. 

Trottier, D.R., 1995. The screenwriter's bible: a complete guide to writing, formatting, and selling 

your spec script. Anaheim: Screenwriting Center. 

Turban, E., 1992. Expert systems and applied artificial intelligence. New York: Macmillan. 

Van Winkelen, C. & McDermott, R., 2010. Learning expert thinking processes: Using KM to structure 

the development of expertise. Journal of Knowledge Management, 14(1), pp.557-72. 

Weiss, L., 1999. Collection and connection: The anatomy of knowledge sharing in professional 

service. Organization Development Journal, 17(4), pp.61-72. 

Wickramasinghe, N., 2006. Knowledge Creation. In D.G. Schwartz, ed. Encyclopedia of Knowledge 

Management. London: Idea Group Reference. pp.326-35. 

Woolliams, M., Williams, K., Butcher, D. & Pye, J., 2009. Be more critical! A practical guide for Health 

and Social Care students. Oxford: Oxford Brookes University. 

Wright, K., 2004. Screenwriting is storytelling: creating an A-list screenplay that sells. New York: A 

Perigee Book. 

Zarri, G.P., 2006. Representation Languages for Narrative Documents. In D.G. Schwartz, ed. 

Encyclopedia of Knowledge Management. London: Idea Group Reference. pp.780-86. 



 

 
 

93 

 

Bibliography 

Dunmore, M., 2002. Inside-out marketing: how to create an internal marketing strategy. London: 

Kogan Page. 

Eppler, M. J. & Burkhard, R. A., 2006. Knowledge Visualization. In: D. G. Schwartz, ed. Encyclopedia of 

Knowledge Management. London: Idea Group Reference, pp. 551-60. 

Feldman, S. P., 1990. Stories as Cultural Creativity: On the Relation Between Symbolism and Politics 

in Organizational Change. Human Relations, 43(1), pp. 809-28. 

Mandl, H. & Levin, J. R., 1989. Knowledge Acquisition from Text and Pictures. Amsterdam: North-

Holland. 

Novick, L., 2000. Spatial diagrams: Key instruments in the toolbox for thought. Psychology of 

Learning and Motivation, 40(1), pp. 279-325. 

Reychav, I. & Weisberg, J., 2006. Human Capital in Knowledge Creation, Management and 

Utilization. In: D. G. Schwartz, ed. Encyclopedia of Knowledge Management. London: Idea Group 

Reference, pp. 221-9.  



 

 
 

94 

  



 

 
 

95 

Appendix A: Interviews’ Questions 

A.1 Interview 1 

1- Would you please introduce yourself and your position in HCC? 

2- What kind of product/services your organization is providing? 

3- What are your organization’s main goals? 

4- Can you tell us an organizational story that you believe is knowledge intensive, and 

you would like your employees to learn something from it? (It can be a successful or 

failed project, an individual’s experience, a best practice, etc.  which are happening 

everyday inside and outside the organization.) 

5- What is the most important knowledge, from your point of view, an employee can 

gain from this story? (something that you expect your employees learn after reading 

the movie script which we will make out of this story)(It can be any of these types : 

declarative knowledge (know-what), procedural knowledge (know-how), experiential 

knowledge or experience (know-why), orientation knowledge (know-where), and 

people-related knowledge (know-who) ) 

6- What critical value this new knowledge will add for your customers? 

7- Is there any gap in your organization which will be filled by applying this knowledge 

by your employees? 

8- Can you list the employees who were involved in this story and rank them based on 

the degree of involvement? 

9- How this story was affected by or has an effect on the competitive environment of 

your company. (Competitors, customers, suppliers, technology, political and legal 

arenas, and social and cultural changes.) 

10- Do you have any documents (or electronic documents) regarding this story or its 

effects, which we can have access to? 

11- Who are the employees that may be benefited from this knowledge? (In other words, 

who are the employees that you want to acquire this new knowledge (the potential 

recipients of this new knowledge)?) 

12- How can we contact these employees who you mentioned as sources of this story? 

Would you introduce us to them? 

 



 

 
 

96 

A.2 Interview 2 

1- Would you please introduce yourself and your position in HCC? 

2- What are your organization’s main goals? 

3- Agneta told us a story about “a man who had problem with red seated bus”! Could 

you please tell us the whole story? 

4- What is the most important knowledge, from your point of view, an employee can 

gain from this story? (something that you expect your employees learn after reading 

the movie script which we will make out of this story)(It can be one or more of these 

types or anything else: declarative knowledge (know-what), procedural knowledge 

(know-how), experiential knowledge or experience (know-why), orientation 

knowledge (know-where), and people-related knowledge (know-who) ) 

5- Do you know any other story form you organization similar to this one? 

6- What critical value this new knowledge will add for your customers? 

7- Is there any gap in your organization which will be filled by applying this knowledge 

by your employees? 

8- Can you list the employees who were involved in this story and rank them based on 

the degree of involvement? 

9- How this story was affected by or has an effect on the competitive environment of 

your company. (Competitors, customers, suppliers, technology, political and legal 

arenas, and social and cultural changes.) 

10- Do you have any documents (or electronic documents) regarding this story or its 

effects, which we can have access to? 

11- Who are the employees that may be benefited from this knowledge? (In other words, 

who are the employees that you want to acquire this new knowledge (the potential 

recipients of this new knowledge)?) 

12- What are the benefits of this knowledge for these employees? (In other words what 

will they gain by applying this knowledge?) 

13- How can we contact these employees who you mentioned as sources of this story? 

Would you introduce us to them? 
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A.3 Interview 3 

1- Would you please introduce yourself and your position in HCC? 

2- What are your organization’s main goals? 

3- Carin told us a story about “a man who had problem with red seated bus”! Could you 

please tell us the whole story? (Can you provide us with some details about him, his 

family, him and his family difficulties in private and social life) 

4- What was the positive impact that you made on future life of this customer? How his 

life could have been like, if you did not come up with such a solution? 

5- Can you list other employees who were involved in this story and rank them based on 

the degree of involvement? 

6- What is the most important knowledge, from your point of view, an employee can 

gain from this story? (Something that you expect your employees learn after reading 

the movie script which we will make out of this story)(It can be one or more of these 

types or anything else: declarative knowledge (know-what), procedural knowledge 

(know-how), experiential knowledge or experience (know-why), orientation 

knowledge (know-where), and people-related knowledge (know-who)) 

7- What critical value this new knowledge will add for your customers? 

8- How this story was affected by or has an effect on the competitive environment of 

your company or school. (Competitors, customers, suppliers, technology, political and 

legal arenas, and social and cultural changes.) 

9- Do you have any documents (or electronic documents) regarding this story or its 

effects, which we can have access to? 

10- Who are the employees that may be benefited from this knowledge? (In other words, 

do you think that other teachers can learn critical knowledge from hearing this story?) 

11- What are the benefits of this knowledge for these employees? (In other words what 

will they gain by applying this knowledge?) 
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Appendix B: Interviews’ Transcripts 

B.1 Interview 1 

Would you please introduce yourself and your position in HCC? 

My name is Agneta and I am working as Training Manager in HCC.  

What kind of product/services your organization is providing? 

Our organization is providing all kinds of health & care solutions in different levels. We have 

elderly homes, home cares, and schools for special children in different ages, and etc. We 

have more than 11000 employees and we are working in 3 countries. But our main focus is in 

Sweden.  

What are your organization’s main goals? 

Our organization’s main goal is to be the best in its area, since there are a lot of competitors 

in the field. We aim to satisfy our customers and make them and their families happy. 

To reach our goals we need to educate our employees. They should know about the values 

that are important for us, and try their best to fulfill the goals. To reach this point we need to 

have a targeted education system. We have to be clear with our employees and tell them this 

is what we want you to learn and not take a random story, just be sure because they get a lot 

of information and we want to make sure that, this is the right thing that they should take 

their time to listen to. 

Is there any gaps in your company that you think you have the knowledge to address it 

but some of your employees dose not this knowledge? 

I think what we are trying to tell our employees is not just do their job but create their job as 

well, and be creative about and take responsibility. We talk a lot about “The meeting between 

persons” that’s the thing that is the basis for our service, when one of our employees meets a 

customer or client that’s what makes our company, so if we can make our employees meet 

our clients by creativity we would achieve a lot. We have lots of changes in our employees, 

some of them go and some new employees come all the time. Most of the new employees are 

come straightly form schools and universities and have no a just a little work experience in 

the area of health care. They think that they should solve all the problems by referring to 

what they learn in schools and they do not need to do anything more than they are told to do.  
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Can you tell us an organizational story that you believe can contain the knowledge 

which may address this gap? (It can be a successful or failed project, an individual’s 

experience, a best practice, etc. Which are happening everyday inside and outside the 

organization?) 

I’m not really clear of how you define organizational story, but I was just thinking of a story 

that some of our employees how they achieved a result and it’s more about a best practice in 

a way to address a problem, 

We have an activity center where people with disabilities are there. There was this young 

man, that he was highly functional, that means he could live by himself, he could do his own 

food but he needed somewhere to be during days because he could not hold a job situation 

but he was highly functional, he just had one problem. It was difficult for him to go from his 

apartment to the activity center. He could go by bus by himself, but he could only go by bus 

with blue seats. In his mind he could only go by bus with blue seats. The problem was where 

he lives, there were mainly buses with red seats. So he was stand in the bus stop, waiting and 

there come buses with red seats and he could wait for hours until a bus with the blue seats 

come and he just went on, pay and everything was very good. The thing is with activity 

center main objectives is to train to be able to perhaps in the future go to a normal workplace 

or something like that, and then it’s going to be very important for him to be there in time and 

if he has this problem with buses with red seats he won’t be able to be there in time.  

The staff was thinking a lot on how they can fix this problem, and after a while they come 

think of, if he can’t enter a bus with red seats, they most make sure that all the buses have 

blue seats. So, what they did was, they took a camera and went to a bus with blue seats and 

they actually took a picture of blue seats and they developed it in a big format and they put it 

into a plastic cover and they gave it to him and told him when you go to a bus with red seats 

just place it on a bus seat and you can seat on a blue seat, and that actually worked for him. 

So, he just took it, went on a bus, paid and seat on it and goes to his daily activities, and after 

a while he didn’t always remember to bring the blue seat. And this is really a best practice.  

And those days that he didn’t remember to bring it what happened to him? 

He didn’t have a problem to sit on red seats. 

They address the problem with creativity and they were really focused on the individual, 

because it is really important in our work and in our company to really think about the 
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individuals we are serving. We have to treat everyone out of the context that they are in. One 

person’s problem is different from other ones. They have different kind of things that they 

have to address, and therefore we have to meet them in different ways. We can’t just expect 

everybody to do the same thing, we can’t put them in a frame, and what this people did that 

was, they really saw the person, they took his problem seriously, they thought about it 

creatively, and they solved his problem and they made his day better or one can say easier in 

a way, and that something I think it’s a very good example on how we want our employees 

meet our clients.  

If you want to work on this story I can ask the manager who told me this story. 

What is the most important knowledge, from your point of view, an employee can gain 

from this story? (Something that you expect your employees learn after reading the 

movie script which we will make out of this story)(It can be any of these types: 

declarative knowledge (know-what), procedural knowledge (know-how), experiential 

knowledge or experience (know-why), orientation knowledge (know-where), and 

people-related knowledge (know-who)) 

Was answered before, to focus on the individual, to address the problem and do it creatively 

and make our clients’ day better. 

What critical value this new knowledge will add for your customers? 

Critical value: the critical value for our customer is that we attempted to solve this person’s 

problems and we were really focused on him, so the critical value is that he was in the center 

that his experience was the most important one, and for us the critical value is he wants to 

continue working with us. The critical value is we made his life easier and made a change. 

Is there any gap in your organization that will be filled by applying this knowledge by 

your employees? 

I cannot say that we have a mission gap, because I think these persons that did this, did this 

on their own. It was not something that someone from office told them to do. They were 

acting individually and took the responsibility for their work. So, it is hard to measure that 

gap there, but we know there is always difference in how much responsibility you take on 

how you solve problems in your workplace, I have to say, I’m sure there are gaps, if we could 

teach all of our employees to act that way, we would not have a problem, but we do have 

problems, so… 
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In general do you have any knowledge gap in HCC? 

Of course we have knowledge gaps, that we measure every year, I mean when your company 

growth this fast and sometimes you get 200 new employees over a night, and then you of 

course you have to tell them what our values are and how we do business and we have to 

look into details from formal details to how they act when meet a person, so of course we do 

have gaps but they are on such a big level that I cannot go into details now. 

But you think that you can solve these problems by giving knowledge to your 

employees? 

Yes of course we can. And also not just by giving, but by extracting knowledge as well. 

 Can you list the employees who were involved in this story and rank them based on the 

degree of involvement? 

I can’t list them, because it’s the manager that can do this… 

How this story was affected by or has an effect on the competitive environment of your 

company. (Competitors, customers, suppliers, technology, political and legal arenas, 

and social and cultural changes.) 

It’s crucial because, if this person who we helped in the situation, if he felt himself at home 

with us, and felt that we were the best persons that helped him in the situation I would say he 

is the one who is going to tell someone else about us, so it is really crucial for our 

competitive environment, and how we meet people is the key on how we do business. 

Because if don’t meet people in a good way we don’t have a business. 

So it’s going to be spreading mouth to mouth? 

It takes a lot of time to gain a good reputation but it goes very fast to destroy the reputation 

Do you have any competitor in Sweden? 

Yes, private health care always gets bigger in Sweden. We have existed from 90s but with a 

different name. You do not pay for the care here but you pay by paying taxes. In fact this is 

the state that is paying us, or more accurately in Sweden we have three layers of government, 

we have states, we have kommun, so kommun is the one that giving us the job. So when it 

comes to that we are one of the biggest in Sweden.  



 

 
 

103 

Did you try to use this story to change the culture in your company (cultural change)? 

I think, that would the biggest effect actually, because the story for me even if it has some 

really like we talked about meeting a person, it’s about how in our company we should meet 

a person, and that’s the cultural value more than a hard competence or something like that so 

absolutely it could contribute in the cultural change in the company, but we have used it in a 

way that when people come and tell the story but we don’t have it published in our intranet 

right now so everyone can read, but we are trying and we really want to be better with 

working with good examples like this because we think it gives a lot.  

What do you think about making movies based on these good examples? 

I really think if you have it like a movie you have to show it in a way that it is authentic, that 

it is not a made up example, because the power of the story is that it is real as well, we saw a 

lot of stories from movies that inspire us that people can say this is not affect me and this is a 

made up story, but this is a real story with a real person that done this in our company, and 

that’s one of the strong points. 

So what you mean is that the source of the story is very important? 

Yes. 

In fact we have some points in our guidelines that the source of the story should be well 

known, trustable and you should mention all of them in the end of the movie and 

explain that this is a real story and nothing added to it. 

Yes I think that is a good point. 

Do you have any documents (or electronic documents) regarding this story or its effects, 

which we can have access to? 

We don’t have stories documented, we have a place on intranet that people can post good 

examples but I would say it’s not like a storybook, it’s more like someone write we did this 

and it was good. We do not have them organized like stories but it would be very useful if we 

can have them like stories.  

Do you have any training based on these stories? 
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Not any documents, when we use this, or when this manager came, she came with an 

introduction for new employees and tell them a lot of things and tell them as a manager in her 

area, and how you could as an employee can affect your situation and something like that and 

then she use the story as an example, so she didn’t have it on a paper that can hand it out, and 

nothing is documents. 

So what will be happening if the manager leaves the company? 

That would be bad. We are a big company and I’m sure that there are thousands of beautiful 

stories out there and talking about how people did something really special for someone else, 

but we did not focused on that and do something on harvesting from those stories. 

Who are the employees that can benefit from this knowledge? 

I think everyone can benefit from this, because it’s not just about meeting a person with such 

a problem, it’s about meeting a person in the context that they are in so if you can have it to 

that it doesn’t matter which area you work in our company, with elderly people or with 

disable people, it’s still important for everyone, so I think all the employees can benefit from 

such story.  

What specific group of employees can benefit from this? 

In our company I would say out of 11000, I would say 10800 works with customers on a 

daily basis, even the managers probably meet the customers several times a day when for 

example walking around or visiting the department or something like that. That is our 

business, we do not make any product, everybody work with people all the time, I mean the 

persons who not meeting our customers the most are the ones who works outside the offices.  

I would say this is just one example, but I am sure there are several stories out there, but I am 

not sure at this moment how to reach them. Perhaps we should see this meeting as a start. 

Do you have any advice for us? 

I see this not just as a knowledge transformation but I see this also as building a brand. So we 

have two departments here, the department that I am in, the human resources and we are 

working with employee branding, and we also have the marketing department that works 

with the company’s branding and how we are telling about the company to Sweden. So I 

think someone from marketing can also help you through this project.  
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B.2 Interview 2 

Why did you choose HCC? 

Because of contacts we had in HCC and for such a project we needed a large company 

and it is going to work better in large companies or I can say show itself better in larger 

scale and it is more practical. 

Would you please introduce yourself and your position in HCC? 

In HCC we have two schools, from four years, up to twenty. And all the children and all the 

people have diagnosis of Autism, and also mentally retarded. They also have big complexity 

in behavior, violence to themselves and to others. And I’m the headmaster of those two 

schools. And I’m also responsible for starting the new schools in HCC.  

Can you please explain about your background and educational background? 

Yes, I’m a teacher and I’m the headmaster for nine years now and almost five years now in 

HCC. Before between the teaching and headmaster I also worked as the tutor for other 

teachers about how to work and how to use computers. 

What are your organization’s main goals? 

We have the curriculum for people of course, for our people. To be as independent as 

possible in the society, that is the main goal for all the people. Some of them always need 

some help from other people; if you can be independent then you should be, the most 

possible. 

The third question, can you tell us the blue seats story from the beginning? 

A lot of people are coming to us, with lots of disappointments. Most of the times, they are not 

welcome in other schools anymore. They have broken all the classrooms; there are a lot of 

things around them.  

These special people have big potentials, but they have big problems. They have to do things, 

in the order that they are used to do, and if the order changes they will get confused and 

cannot do it.  
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This boy, he couldn’t go by bus with red seats. As you know in Stockholm there are a lot of 

busses with red seats. Our school is in Sollentuna, he also was living there. He could sit for 

hours and hours just waiting for a bus.  

They tried a lot of different things like forcing him, which was not a good idea, or rewarding 

him. It may be worked once but not the next time. And then his teacher said, I would try this, 

I’m going to a blue bus, take a picture, and then print it out in big format, put it in plastic, and 

then when they went to the bus, they putted it under him. He sits on it and feels like the blue 

seats, after that he could go wherever he wants to.  

How old was he? 

Then he was around fourteen.  

Do you know the person in your organization, who was involved with this boy? 

Yes, she was a teacher in our school. 

So is it possible for us to meet her? 

Yes, absolutely. I already told her, so she knows. She is not a teacher anymore; she is a 

headmaster in one of our schools now. 

Where can we find some information about people who has such diagnosis? 

You can read for autism. There is this great researcher, his name is Bo Hellström, he is a 

psychotherapist, who is talk a lot about the behavior of these people and why they them, and 

in what way you can work with them sort of say.  

In fact we need to know, how they react in different situations, to try making it as real 

as possible in the script. 

There is this Swedish film about a guy who has such diagnosis, but people like that needs a 

lot of structure. They are emotional and hard to understand. There is always a question, why 

they are getting sad, angry or happy, that is one of the main things in the diagnosis, empathy, 

they don’t understand why. It is not important for them, they need you as a tool, and 

otherwise they don’t need you. It can be very hard, especially for the parents.  

What is the most important knowledge, people can gain from this story, from your 

point of view? 
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I was thinking about this when I was reading questions last night, because those questions I 

think are the hard part.  

I think the knowledge is the small things can make the difference. It is in the small things that 

you can do. It is a small thing for you, but for him it is a huge step to be independent. For 

example, for him, to go by bus by himself, instead of always having someone with him.  

You as an employee can see the little thing that you are done every day can make a 

difference. That it is not the big thing, but it is you that can make the difference. So, you as 

an employee can see that you are important, and you are not just going to work for nothing. 

Some other knowledge that Agneta mentioned that your organization could gain from 

this story was, being creative and innovative in your work. Are you agreeing with her? 

Yes, absolutely. We call it like Sherlock Holmes, at work place. Because it is always trying 

to see invisible lines through our people that others can’t see. How can I get them to 

understand what I mean? How can I get to understand that this is important for him? I’m 

totally satisfied here, so why should I do this? And because he can’t understand why it is 

good? So that is one of the Sherlock Holmes questions.  

Do you know any other story from your organization similar to this one, with this 

notion or this knowledge? 

We have them all the time, one way or another. But it is hard to remember them and organize 

them to tell. So I think it is good to have you in our schools to talk to teachers.  

When we work we talk about think outside the box to find the solution. I have to think a bit 

about it, but in everything we do we have to go outside the box. When I meet some parents, 

that stayed there, and they are so tired because they were not able to sleep in weeks, because 

their children don’t let them. This is one of the syndromes that these people don’t need to 

sleep that much, they need to sleep three or four hours, and it is a bit hard for the rest of us to 

survive.  

To meet them and to help them to find the solution, and tell them that we have this place that 

your child could live, and can come home and join you in the weekend or something. The 

whole picture is to help, it is not just about the school, and that is one of the main things that 

we do.  
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What critical value this new knowledge will add for your customers? 

I think you already answered the 6
th

 question, because you explained it now, but if you 

want to add something, please do. 

The fact that they know we always try to think outside the box, and we always try to find 

them a solution, and not say that it is not my problem. I think that every parent in my school 

know that, if they call me or any other, they know that we will try to find a way to help them.  

Is there any gap in your organization that will be filled by applying this knowledge by 

your employees? 

Maybe there is, not in my organization, but in the big company. Because I can see that it is 

not everywhere that thinks this way. I think this is the difference between the schools and 

some of the other department of HCC that I belong to. We are selling places. In other places 

you don’t. You don’t have to have this way of thinking to improve yourself, or to improve 

your organization. 

What you mean is in HCC you don’t see any knowledge gap? 

No, I can see knowledge gaps in HCC, especially between those who work like me; we are 

depending on selling ourselves in all meetings. You don’t have to do that always, but you 

should. I mean it should be something that goes through the whole organization. Because this 

is what we stand for, this is thinking outside the box, these are all values for our organization 

no matter what. 

We should treat everyone in a good way, even if the postman coming to the door, we should 

treat him the same, as a potential customer.  And I don’t see that way; I can see a gap there. 

Employees should think me and what I do is important. Not just come to work and do what 

they told them to do. They should turn it around and be creative and think out of the box. 

You should always do more and not be satisfied, because if we don’t there is always someone 

else who is better. 

How do you think you can fill this gap in your organization? 

By educating our employees and giving them the required knowledge. They should know that 

what they are doing is important and will be seen. 
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Do you think that you can fill this gap with something similar to our project? 

Yes, I think so. That is why Agneta knew about the story. We are holding a small educational 

group for new employees in HCC. We want to tell about the values that are important for us, 

and for me as leader for my group. This is important, this is the way I want you to go, 

otherwise everyone do things for themselves. If you give new employees, that little 

responsibility and tell them we trust in you. So you do it, and if something was wrong come 

to me, but you have to try, you are allowed to try. If you fail, it is ok, we will try something 

else. This is what I want to pass as a leader to new employees; to always try and not be afraid 

of failing.  

They have to be encouraged to try and feel that what they are doing is important for their 

leader, for organization and for all the customers. And if we stop doing these small things, we 

will no longer be in the market. I think these small things are holding HCC in the business. 

So it can be the critical value for our company.  

This is very important for use especially in this moment, because we are growing so fast. We 

have to tell all the new employees, this is the way that we are thinking, this is what we expect 

from you, and we expect from you to try and take responsibility. And if we don’t do that the 

gap will be bigger and bigger.  

Can you list the employees who were involved in this story and rank them based on the 

degree of involvement? 

Because this boy has so many problems, there were always two teachers involved with him. 

They are still working in our schools. 

Can we contact and interview them too? 

Yes, absolutely, they already know about this. 

How this story was affected by or has an effect on the competitive environment of your 

company. (Competitors, customers, suppliers, technology, political and legal arenas, 

and social and cultural changes.) 

Just couple of days ago, I read something about Absolute vodka, they say “You have to love 

your customers, otherwise someone else do.” and that is really true. You have to love them 
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and give them something extra, and make them feel special. To reach this we have to act, and 

not just sit around and wait for things happening. You have to keep your promises.  

So for concluding your words, you are saying that the critical value that you are giving 

to your customers is being as independent as possible in the society, right? 

Yes it is one of the main goals in HCC care, and in some level in whole the HCC 

organization, to be a member of the society in the way that you are able to. We also have 

elderly home, they also want to be a part of the society, although their body is not functioning 

anymore the way it used to before. They still want to go out and be a part of society.  

And because we are growing so fast, it is very important to spread the common values that 

everyone should care about in the organization.  

 

Do you have any documents related to this story? 

Yes we have, but I have to talk to parents about it. What kind of documents are you looking 

for? 

What is important for us about these questions is that do you keep these stories for 

knowledge sharing sake, for example to other schools in your organization, so they can 

learn from it. 

We have leader conferences once a year. All leaders are gathering around and talk about 

different topics like good examples. For example I told the story in the conference last year 

for about 900 persons as something that can make the difference.  

So you don’t have anything documented? In that case what will happen in one or two 

year? Or in the case that you leave the company, doesn’t the story be forgotten? 

Not anything more than this, we don’t have anything documented. I think it is a good idea to 

document it but no we don’t have it. 

In fact this is why we want to do such a thing. We want to save this knowledge for the 

company. We don’t want the knowledge be dependent on the employee. The company 

spends a lot of time and money to gain such knowledge and it should not be lost once the 

employee leaves the company for any reason.  
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Yes that is true, because this knowledge is very dependent on me. I am in charge for the 

group that deals with new employees and my group has around 30 minutes to discuss such 

things once or twice a year.  

I think another advantage of this process is that if you make such movie is, your 

employees can show it to others and be proud of it. 

Yes absolutely. Just to make it documented in a good way can be helpful. 

Who are the employees that may be benefited from this knowledge? (In other words, 

who are the employees that you want to acquire this new knowledge (the potential 

recipients of this new knowledge)?) 

I think everyone can benefit from it. It could be good in so many ways. No expectations just 

look at it and ask what you thought of it. And then you start.  

What are the benefits of this knowledge for these employees? (In other words what will 

they gain by applying this knowledge?) 

In a way, the security in themselves, also in the group to see the fact that we discussed it, 

brought it up and looked at it as a good platform for our daily work. By this we can show 

why we are thinking this way and where we are.  

Do you mean this can help, matching employees from different levels toward helping 

one person? 

For example at one of my schools, there are people who works for ten years and have a lot of 

information, knowledge and experience about autism and then there is someone newly 

arrived from university and just had theory, never been in work with these people. There is a 

gap, of course. I have to know why you are doing like this and I have to understand why you 

don’t understand or why you choose to do it, like this. And then we have to find each other 

somewhere in the middle. Even this is related to diagnosis, everything around these people 

should be structured. If you do it in a way, and I do it the other, then there will be a problem. 

Then I don’t understand why you are doing this, and then I will probably hit you or do 

something else, because I don’t understand what you want. You want me to go out, and I 

don’t understand why? So, you have to explain for me why we are going out. Because we are 

going from A to B or because you need some exercise. If I tell you because you need some 
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exercise or because you need to go from A to B, there will still be a problem because I don’t 

understand why. So the new employees should level up to the experienced ones. 

You can use this story or similar ones as good materials to start discussions.   

B.3 Interview 3 

Can you please start with introducing yourself? 

So my name is Lina, and I work as a vice principal, since august, before that I was a teacher 

at the school. That is my how I worked with this boy. I was his teacher.  

You were the straight person that was working with this boy? 

Yes,  

And how old was he? 

By that time he most has been 15. And today he is 18. It was three years ago. 

Was he in this school or Solna? 

It is a little complicated though, but we had the place in Solna then, then we moved here in 

2009. 

What is the age range for this school now? 

We have kids here till ten years old. Or actually now it’s furthered up for gymnasium and we 

have some special cases.  

And can you introduce yourself? 

Yes, my name is Emma and I’m also a vice principal. By that time I was an assistant for Lina 

or other teachers, like a team. 

So you were the assistant for teachers? 

Yes. 

And can you tell us about organizations main goal that you are dealing with (school’s 

main goals)? 
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First of all, we do have our goal setup for the school and teaching plans, I mean government’s 

plans that need to be followed. So those are our criteria for us, how to put up the goals for 

students, but you can say that our school’s main goal is to provide a safe place for these 

children to succeed since they do have both Autism and most of them have huge behavior 

problems. So the main goal is to provide a safe place for them to succeed. And we do have 

like really nice setup goals for the school with towards the staff and everything as well, like 

to make good work environment and personal growing. It’s a huge thing here to really, if 

someone starts working here, we all the time wants them to move on and become better and 

be more successful.  

And what kind of services do you give to these children? 

We go out by the bus, train, walk and work with them from where they are right now. You 

can say that we work towards normalization. We know that they can never be normal. We 

always work towards that, because we know that they always going to be in the society and 

they need to learn how to communicate with society, communicate with people, and get used 

to be in social environment. Some of them have huge problems going by bus for example. 

Here at this school we don’t see it as such a big problem. In many other schools, they say that 

ok this student will not go by bus, but we do not stop there. We take it further. We have huge 

staff. I mean we have many at one person. For example we have 21students here right now, 

and we have 22 co-workers. Because we need to get to succeed, we need to get them to go 

further than other schools say they can. Our goal is to push them not too far, but as far as they 

can go.  

Emma: When they are coming to us, they see themselves like a mistake. Everything in their 

life is just been mistakes. But we tried to show them that they could be involved in the 

society.  

We provide them by a lot of our work goes directly to social training, social work, but like 

for example going out but bus or train, going to shopping center just to be around other 

people and blend in. and go swimming. Some of them are afraid of water but we don’t stop 

there. We take it step by step so they can learn and become friend with the water. A lot of 

them don’t want to walk for example. They are able to walk but they say no they don’t want 

to walk. Some of them are lazy and some of them are just afraid of walking around. But we 

don’t stop it there; we just push them little bit by little bit.  
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So, what you mean is that, you are putting a lot of effort and energy and being patient 

with them? 

Yes, and they are on different levels. Some of them have the entire natural subjects like 

mathematic and learning languages, and some of them are on a different training level. They 

are on physical training, like for example playing with objects and putting things together, 

just to getting know their body. 

Are these training happen when they are younger? 

No, even just younger. They can be in age older but in brain so much younger. 

Carin told us the story about a boy that you were involved in it. We like to hear it from 

you with more details. 

Let’s start. This boy had a thing. He loved to go by buses and trains. He just loved it. But all 

of a sudden he got stocked. He couldn’t go by any other bus, but a bust with blue flat seat. No 

other buses. Actually the same thing was with trains; he could just sit on blue and old flat 

seats. And the old trains were more and more disappearing. It was just new trains come 

along. So for a while we actually stopped going by trains, because there was so many 

mistakes. We couldn’t see what trains are going to come, maybe it was the tenth train that 

was old. So that stopped for a while because we didn’t know how to work with him. And 

then buses we tried to push him because we thought that this is just a small thing, and he can 

go through with it.  

We ended up doing so many mistakes and getting into fights. He was getting so angry. And 

this boy was strong, his outburst are huge. So we don’t want to push him towards that. We 

just wanted to push him little bit, but the line was so thin with him, especially around these 

seats. So for us, for taking him by bus towards the place that we are going to swim was 

impossible, and for him not to go there was a huge mistake. Because then he got too angry 

because he could not go. So we just tried and tried and tried, and discussed it with the person 

I was working with that, about how we are going to do this. We cannot just push him and 

take him by the bus and make him mad. It was dangerous for everyone. 

I am not sure how did I come with the idea. But we always carried around a camera, to take 

pictures when he was happy.  
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We have a book with all the children in it. Every day, we write something to the parents. And 

we take pictures and put the pictures in the book, so they can see what their children are 

doing during the day.   

So we had the camera with us and all of a sudden we see this bus come with blue flat seats, 

and I say ooh, yes. And he loved it. He had a special thing that he was saying harmony, 

harmony. It was his way of saying everything is perfect. And he was so happy when he saw 

the bus with all the blue seats. So, then I though why not take a picture of the blue seats. So I 

took the picture. On the way back I was thinking how we could use this. Maybe there was a 

way for using this picture somehow. Because the first picture was him, sitting on the seats. So 

all of a sudden I realized maybe we can use the picture of blue seats somehow. 

So I just tried it. I print out the picture of blue seats on a piece of paper. Then put it in the 

plastic machine so it wouldn’t get destroyed. So the next time that the bus with red seats was 

coming, I though ok let’s try it. And I talked with him before about this and told him maybe 

we could use this picture. 

So you told him about this plan before doing it? 

Yes, we discussed this before about are we going to tell him before or not. It was always a 

good thing to do to just try to get him to think about it himself.  

So the bus came and he did not really want to go on the bus and he started to fight. So we 

backed and sat down in the bus station. 

 I said: “ok, let’s go back to school”.  

He said:” no let’s wait for another bus.” 

 So another bus with red seats comes again. This time we get him on the bus, but he was 

fighting so much that we couldn’t get him to sit down.  

So we get off the bus. After sitting there for a pretty long time another bus came. We were 

sitting in the middle of the school and swimming place. We were thinking, going swimming 

or going back.  

Let’s try to tell him, if you are going on this bus, you can still make it swimming for a short 

time. And that made him think about going on the bus. So he wasn’t even fighting when he 

was going on the bus. Because he was happy about thinking that he can make it to swimming. 
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So he got on the bus and I just put him down. He was standing half way and refuses to sit and 

saying that, no I cannot sit down on these seats. And after like two minutes, he looked at me, 

he looked at the picture underneath him. Then he sat on it.  

He said: “yeah it’s a blue seat. Perfect, this a blue seat, harmony, harmony.” 

So that was the story. After that we had that picture with us, and we even made one for 

family to take home, in case of they wanted to take him on a bus. But they let him to only go 

on the buses with blue seats. But we tried to push them take him on the other buses too. 

Although I don’t think that they have used it. 

But it was successful for us. And after a while we actually took the picture away and he was 

going by any bus.  

So you solved his problem? 

At first we thought that we solved it just for a while because maybe later he don’t want to 

carry around the picture or end up in don’t want to going by buses any way. But all of a 

sudden he went by any bus. We always carried the picture in our backpack in case of an 

emergency. And if he was having a really bad day, and he still wanted to go by bus, then he 

was using it other was he wasn’t using it.  

After a summer break, it was all gone. He didn’t want us to bring the picture in the backpack.  

How long this period last along? 

Around six months. 

Are you still working with him in? 

No, this is the first year that he is not in our school after all. 

So he is not working with HCC anymore?  

No, his parents decided that it is better for him to be in school and living at the same place, in 

a safer environment than we could actually provide at that moment and we were agree with 

his parents about this.  

Did you try anything before this picture idea that was a failure? 
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Oh god yes. We tried to put a backpack on the seat, try to put my gloves since it was winter 

when we started it, let him sit on my lap. We tried everything. He even carried around 

newspapers, and say “ok I can sit on this.” 

So, he was ok with sitting on papers? 

Yes, sometimes, if he was in a good mood, and thinking for example of going to swimming, 

and he was focusing on what he is going to do. The problem was, when he had a bad period 

and couldn’t get to the place that he was going.  

So I think we got him to understand that the problem is not the seats, and he can go by any 

bus and it is always there for him. We solve the problem for him; we helped him use the 

communication, still going by buses and trains but in his way. Of course people around him 

were looking as say “what is this guy doing?” but for him he did not care since he could still 

go by the bus. 

You told me that you were always taking pictures and notes from kids. Is this 

happening in all the HCC’s schools or it is just happening in your school? 

In both of our schools (Solna and Sollentuna  we are doing this but not in other HCC’s 

schools. It is our idea to take a lot of pictures. 

Emma: since these pictures are real and not just ones from the Internet, so these are reality 

and have more influence. 

I think we used the picture just from the beginning, to make everything more living for the 

parents, since most of the parents don’t talk very good Swedish. So just to be able to 

communicate with them in an easier way the picture idea came up. In this way we show them 

what they kids are doing during the day.  

So, on the schedule everyday they have pictures. By this we help them feel safe about what 

happens for their children during the day, since they don’t have any control over here. And 

also we don’t speak that much in the classrooms. You just use the pictures.  

Many people are kind of using sarcasm, not in bad way, I think it’s the regular Swedish 

speaking. You are speaking backward a lot of times and normally people don’t think about it, 

but when you are working with people who don’t understand. So by don’t speak around the 

children we cut off a lot of problems. And of course we talk about around the children but not 
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of the children. We talk about how we work with children is ok, but talk about them is going 

to be misunderstanding. Understandability of some of them is really high, but they don’t 

understand everything or why we are saying it either. So as a ground rule, we are pretty much 

silent in classrooms. Many of them are having problem with noises so this way we are 

helping them a lot.  

So what exactly are you doing in the classes? I mean how you work if you are silent. 

Emma: In the lower level, we are working a lot of hand-by-hand. For example if you speak 

with them, they are short statements, like you say “Emma look at the schedule.”  Maybe on a 

higher level you say “Emma please go look at the schedule.” But for the lower ones you say 

“Emma schedule.” So just short statements, like for dogs. It sounds very hard and roughs but 

that suits them because for example if you say “please” they don’t understand why you are 

saying that or what do you mean. Even if they understand they can get stock in the third or 

fourth word. So that is why we communicate in a non-verbal way and use a lot of body 

language all the time. So to work here you need to be very good with your body language.  

In this way we help them by using our body language, for example we show them by hand to 

go to the schedule, and then show them to look at the picture, then they see a picture of a 

toilet, understand and say, “Oh, I have to go to the toilet.”  

So how do you teaching them other languages and mathematics? 

That is on higher levels and those classes are not that silent. We actually communicate pretty 

normal, although, we take away most of the communication between the staff. It is ok to 

speak with the children and let them speak but not unnecessary talk between the staff.  

Emma: also you should not talk about yourself and colleagues or personal things, because 

they have hanged up on it. They can take information about where are you living, who are 

you living with, do you have kids, system, mom, and then they can thinking about that all the 

time so then you cannot work with them. So less the information to give them is better and 

this does not depend on what level they are. 

And it is very hard, even for the ones that are working in the field for a long time. Like we 

are saying here, it is like a job coat. You come in, you put on the job coat, and then when you 

are going out you can take it off again and be you.  

So how do you generally pass this kind of information to the new staff? 
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First of all we talk about it during interviews, about how we work. The first time someone 

comes here to be introduced to the work, they have about an hour with one of the staffs. They 

talk about the school, how we work, what our ground rules are, how you suppose to 

communicate with the children and that is kind of general for the whole school and even 

between the levels. And then when you go into a class you will be provided with more 

information about just these children. 

Do you have any document that you give to new staffs to get information like 

instructions?  

Yes, we have folders of the required information, like the substitute folders that are given to 

substitute staffs that are coming here to work. It does not contain all the information about the 

children but as much as they need to know to work that day. 

And then we have the routine folder for every class to read. When you start working here for 

a long time, then we have folders for every child. They can read about them, their difficulties, 

their strengths and everything.  

Emma: We have folders for risks, for example if something happens, or something that 

happened before. How they react in different situations. For example in the case of the story 

that we told you, things that can happen if a bus with red seats showed up, how to succeed the 

work, what can happen to the child, how to make it not happen and everything. We go from 

child to child and see what happened before, what are their difficulties and print them down 

for others to read, if situation comes up what do I do? If a child comes in one morning and he 

has difficulties to go by bust and we had it planned to go by bus, and he is not in a really bad 

mood then we should not go, because we know that he is not going to succeed. It is our work 

to help them to succeed. Our goal is to make them succeed. We are not going to put them 

through it. If we know that they are going to face difficulties from the start we are not going 

to start it at all. If we don’t do that when they are leaving here at the end of day, they will be 

mad about something that happened during the day, which we could stopped from the 

beginning.  

Do you have general regulations of the school documented? Like the one you told us 

about not talking about personal life during work. 

Yes, every new staff gets a huge folder when they come, with a lot of paper to read and a lot 

of things to accept. For example carrying around your mobile phone at some places is ok at 
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some places is not. We have a general rule that it is not. But you can when you are in a class 

with a child with huge outbreak for security. These simple rules and a lot of more, which 

creates a pretty big document and of course sign that they are taking drugs and alcohol during 

work or they cannot mention children names outside the work area. They need to sign papers 

about if something happen to the children or to the staff, like someone get hurts, what do we 

do what should we do to not put them in a situation that someone get hurt. There are a lot of 

laws, regulations and instructions. Based on all these, we have school laws. School laws are 

pretty big, and then it is to the plans and after that plan for each child, we put up goals for 

each child and how to get there. And if they don’t get there, there is a program for that. 

And who defines goals for each specific child? 

The teachers. There are some teachers in every team and they are defining goals for each 

child. But they are pretty much written by the school law. 

About this boy, does he have any other difficulties that can help us in making the 

script? 

He does, but I don’t know if it can be classified. He had a special diagnosis, including the 

food problem. The risk document for this child was pretty big comparing to others, so I can 

say he was one the most difficult and complex children that we ever worked with.  

About his food problem, he had a specific amount of food eating every time, for example this 

is his launch nothing can take out nothing can added up. This putted up by his parents, 

because these children usually gain a lot of weigh, but he was not gaining weight, because 

they were very strict about the food, locking in the food and everything. The thing was, he so 

much wanted to eat. So we couldn’t put him in the class for eating, where children were 

eating other stuff than him. And that was one of the many reasons that he was in class by 

himself and not interacting with other children during the day. He had some subject with 

other children but most of the time he was alone with the staff.  

Is this because family told that they didn’t want him to eat more? 

The family and the doctors, there were a lot of regulations about what he can eat and what he 

can’t. So it was not just the parent telling us what to do. This is because if he eats even less 

than half a normal boy, he could gain weight. 
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Actually the last year that he was here, there was this other boy that was eating with him in 

the class. And he didn’t have any problem with him eating other stuffs than him. But it was a 

huge problem when he came here first. He couldn’t accept that he couldn’t eat more, because 

he wanted to. They never get the feeling that they are not hungry anymore.  

When he had a bad period, he was going to garbage and looking for food, but the thing is his 

food problem was pretty small comparing to other ones with the same diagnosis. Because of 

his behavior problems, his behavior problems took over his food problems. So, his food 

problem came through when he was in a good period. So, for us, seeing him going to the 

garbage was not like saying, “ooh no.”, we were like “ooh he is in a good mood.” The 

syndrome is called Prader-willi.  

You told me that the parents didn’t use the picture. Why is that? 

Often you can say that the parents cannot see others or school, or anyone else around the 

child, can come up with a better idea, or make them feel better than them, that they have not 

noticed yet. It is hard for them, they do want the help but at the same time they cannot accept 

that. They feel like they didn’t succeed. It is really hard to say why they didn’t use the 

pictures, but they though it was a strange idea to do it like this. We have to work with both 

the child and the parents, because actually it is working with the parents too. You always 

have to communicate with the parents very well; you have to have them with you all the time 

because otherwise it doesn’t work. They are the experts of their child. The school is not the 

expert, they known the child all their life. Even if they don’t have all the knowledge how to 

work with the child here and now, they are still the experts and we have to see them as the 

experts. It changes in the last year, but at first they didn’t accept a lot of help from school in 

their home.  

They want their child to look better, because there are a lot of unsuccessful moments in their 

life. Their child usually gets kicked out of a lot of schools, but here we don’t say no to 

anyone. We take everyone, and of course we can say no if we don’t have the space, but we 

don’t say no because they have a huge behavioral problems. If he or she hurting someone 

really bad, we don’t put him or her out. In our world it’s normal, but in some other schools, it 

is not.  

 Is there something positive you want to add, that you did for this boy? 
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I can talk for hours. When I look back on the years with that boy, and I have actually told the 

mother recently, that the time I had with the boy had made me the person I am today. There is 

so many positive sides of this boy, even though many people seeing him as a monster. 

Because he was getting huge outburst, he was getting really big difficulties.  

But my time with him, and the times that we succeed, had such a huge impact on me, that I’m 

so proud of the person became with him. When he started working here at first, he could hold 

a pencil; we got him to write some small letters and some words. He couldn’t read, he only 

could read the block words. But when he left he could put up one text and put it together with 

a picture. He got that far that he could understood what he was reading in a text and put it 

together with a picture.  

We also got through with parents, because it is hard sometimes to get through. In some 

parents it is language, but it was not with this boy, both of his parents were Swedish. But it 

was just getting hard to know them, and hard to getting to their lives.  

Emma: they faced so many mistakes before, and they were so angry with the schools, not a 

specific school, but school system in general and him failing all the time. Our first meeting 

was so hard, because there were so many bad words about schools. He started in our school 

when he was thirteen.  

There were so many failures; so succeeding in getting to know the parents and having happy 

meetings were actually a huge success for us. Because we had time that we couldn’t 

communicate with them, they didn’t listen to us, and in fact they didn’t want to listen to us. 

The last years, they started to see so many good things happening for the boy, and him having 

longer and longer good times than bad because he had a lot of up and downs.  

Can you picture him if you didn’t come with such good solutions and made him life 

better, what could happen to him? 

When I started to work with him, there was a lot of violent thing happened to him. His life 

was in a really big danger, if he had that kind of anger. We got him to work with his anger; 

we put a lot of time and effort in getting him to work with his anger. For example he had a 

silent room in his classroom, with mattress and a pillow that he could go in when he got 

angry. This room was his security place. From beginning we had to lead him into the room 

and tell him, “Ok stay in here and try to be calm down.” We get to the point that he actually 

was saying “I’m getting angry” and he just turn around and going to his room. Not every time 
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but a lot of times he was using the room. He tried so hard to not getting angry, so I guess the 

anger management was almost like the biggest thing that we did for him. If he didn’t end up 

in such a place like here, he could end up in mental institution that they are locking him in. 

sometimes we had to be four people working with him, because when he was getting angry 

he could fight like a huge man.  

When we started working with him they were saying “no way, two small girls, no way.” But 

if you always one step ahead or ten step ahead, you don’t end up there. For example we were 

walking in the area around the school. We were always scanning the area, for example is 

there a big stone out there, is there a full trash can over there? Because he was going end up 

picking that stone and he could hurt us. So we were always some steps ahead, pushing things 

aside. We were always two people walking with him, and we were talking a lot of English 

since he couldn’t understand it.  

You mention that the family has lot of problems with other schools, and you used other 

ways than your competitors that helped him. Do you remember some of the problems 

with those schools? 

First of all, one of the schools, he was integrated in one of the normal schools. Which is not a 

way to treat special children, they need to be in special schools. But at that he was in a class 

with thirty other children, our biggest class here is four kids. When he came here most of the 

times, he was alone in the class or just one other kid in last years. For him being integrated in 

a normal school and in a group with lots of other children is not working. I think if he was 

putted in a special school from the beginning, some of his problems maybe didn’t occur at 

all.  But since his diagnosis was really complex, and he was really complex, many of things 

would happen anyway. But I think when he came to the school, we actually understood him, 

he slowed down, feel secure and relax.  

For working with these children you have to have the courage and you should really want to 

work with them. If you don’t have an interest in the child you can never end up good. And it 

is something that we try to get in all the staffs that start to work here. If you work here, you 

want to be here. You have to have the connection with the child as well. In his last school 

there was only one staff the he had connection with. He didn’t like the other staffs. No one 

wanted to work with him. They didn’t even know how to work with him with the simple 

things.  
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They put up so high expectations on him. For example his parents wanted him to write and 

read. If you are going to start working with these children, that they don’t know how to do 

something, you have to have to do it on really low bases. You cannot start on high level 

because he is in that age. But they did. You have to see it from his side, and you can’t always 

lead to parents’ expectations. Sometimes you have to stand up for the child and tell them; no 

he will never learn how to do this. In every way we tried to do this, he cannot learn this but 

also not with giving up from the beginning.  

Emma: We should first working with their behavior problems, and then try to teach them 

something and not push them a lot. For example when he came here, he didn’t even sit on 

school’s bench. And what they did in his last school was that they let him do what he wanted 

to do. But we put our feet down and told him we decide what you do and then you can have 

fun things to do. That was one of the big mistakes that they did.  

What is the most important knowledge that another teacher or employee can learn from 

hearing this story, from your point of view? 

That nothing is impossible, and no one is mean. There were so many people, who were 

thinking that he is so dangerous, and he is such a monster. But no, he was just a boy, being a 

in a bad situation. We tried to work like that every time. Because every day, at least one thing 

happened. From going through the door, taking of the shoes, putting on the jacket, there 

could always be a problem. So what we are doing is thinking why he is ending up in this 

problem, and tries to see it from their view and understand them with such smallest details. If 

you don’t want to try to understand the world they are living in, you cannot go anywhere near 

them. For example, why you should go on a bus with a read seat if you can wait for ten more 

buses, like the parents did. Time is important for these children as much as for anybody else. 

Sitting a whole day doing nothing can end up in a really bad situation, even worse than going 

on a bus with red seats.  

I think you already answered the 7
th

 question but if you want to add anything. The 

knowledge you just mentioned, what value you think it has for the customers, if the 

teachers in the school learn this knowledge? 

It would get further, because I think there are so many schools that don’t have the knowledge 

and are going in the wrong direction. Spreading this knowledge can make the world for these 

children a better place. Because there are many kids with similar problems, and communities 
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don’t know where to put them and in what schools and maybe they end up in a place that they 

don’t understand their problems.  

Emma: stop being afraid because there are nothing you can lose. 

For the 8
th

 question I think you already answered it too but if you want to add 

something. 

First of all I didn’t even know that Carin took this story about the blue seats, further than out 

of the school. Then when we were in our conference in September, that all the bosses in HCC 

gathering, they tell the good examples. Then this was one of them. For me first of all, it was 

nice to hear that what I did few years back had such an effect, and it is spreading. And it is 

such a good thing, because I saw it as I solve the problem of this kid, not solving problem of 

others, and that actually take us helping other people with common problems.  

Competitive, maybe in a way, because everyone wants to be a good example and everyone 

wants to have a good example in their workplace. So I think it is already in there somewhere 

in HCC. It is just that these examples need to go further between the levels and workplaces so 

they see what they are doing. That is what I took to here with myself. When we had our first 

staff meeting, I told them about how Carin (my boss) put my story as an good example, 

because they need to know that good things that we are doing here are actually going further 

and others get to hear from us. Not just parents or others in the network of the child, but it 

can also coming up in the company and even to our highest boss. For us working here on the 

ground, not even thought about it before. In HCC, schools are very tiny parts of the 

organization, and when we look at it from different view, that how can our story spread out 

we will see how our work can be important, and we will be proud and know we are really 

doing a good job here comparing to other schools.  

So do you think spreading these stories can help other schools even outside your 

organization? 

Yes, and not even schools, but even people that are working with special people. For example 

it can be helpful for, people that are working with elderly people, or anyone who needs a 

special care. I think spreading good words around, is getting people to think about we can 

succeed no matter what.  
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And when I think about it in a political way, as I said we have a lot of people here working 

on few kids. We often get criticized about why do we need so many staff, why are the 

salaries pretty high compare to other cases in HCC, because we need this to succeed. This 

can go to the political level, why the schools with special children need more staff, why the 

money needs to come in from the government. It is because children need it, there is no other 

way for them to succeed, if they have so much behavior problems, if we cannot take them to 

go further, then we need to be more people.  

Do you have any document related to this story? 

We document everything about children and about this boy I had a special book that wrote in 

it as a daily base, but after he stops coming to the school most of the documents were given 

to the parents.  

So can we access to some of these documents later if we needed them for our script? 

Yes you can, we have to look into it to see what documents are still available. 

If we create this movie or movie script, who do you think can benefit from it? What 

level of employees can benefit from it? 

Here everyone, in other schools that are working with children, everyone, because I think 

even if there is another school that are working in a pretty same way, or even a better way, 

still sharing good examples are getting people to think.  

All the films that we have seen over the years, it could be just a small thing during the film or 

how they ended up solving that little situation, make you take that with you in the classroom 

when you are working with the children. So I think it could be useful in many ways.  

Do you think that it could be better than reading documents? 

Yes, films are always better. There are actually pretty many, but most of the films that are 

having situations in them, they are getting pretty old. 

So do you have such films here? 

Yes but they are not from our school, they are commercial films that you can get from 

anywhere. But we do buy or rent them to show them to staff. But the intention of them is 

different; they are more like documentaries instead of educational. 
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And the last question, when we are creating the movie, what do you think they gain 

from it? 

Knowledge, as I said before, we see that nothing is impossible. I think if we are going to 

make the movie or the script, we need to get the character; I mean the boy and show them 

that his problems are not small and are huge. Otherwise, it might not be as effectual, because 

maybe they think that it was not a hard job to take him by bus with red seats.  

I think the last year that he was here, we put up a system that he could collect small coins, 

and when he collect enough, he could use them to have a lot of things that he really wanted to 

do. By this we motivated him a lot because he got the coins when he was behaving well for 

example or when he was doing what we expected from him. So he gets to do what he wanted 

to do, by doing what we expected from him. And this system got him go by bus for example. 

In the end as a result we taught him that he has to plan for things he wanted and he has to 

wait for them. So for conclusion by leveling the prizes and rewards we helped him to succeed 

to get what he wants.  

I have this one last question, about these movies that you said that are already available, 

what do you think is going to be different from, if we make them from your examples?  

I think most of the movies are made from children who don’t have such big problems, that is 

the tricky thing. People don’t know how to work with these kids who have huge behavior 

problems, or how schools are working with these children don’t even spread out to the 

society. They are not realistic, because they are talking about small problems compare to 

these complex stories. Of course the good examples are good even if they are with a child 

who doesn’t have huge problems, but I don’t think the society knows that there schools that 

are working with such kids, and they don’t know how to interact with children with huge 

behavior problems. I don’t think how we work or why we do it or how they are going to 

interact with the child when they see them.  

The thing about these films is that, they are not just towards the school, and anyone can get 

hold of these and even sometimes you can see them on the TV. Spreading the words around 

of these children to the society makes people have knowledge and understanding of these 

children. Because sometimes we end up have a huge fight with them in the community, and 

people don’t understand what is going on, people think we are the bad one or he is the bad 
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one. The thing is, no one is the bad one. It is just the situation. The society should understand 

that they are not monsters and in fact they are the best kids in the world.  

One time we were out with a boy, and the boy got angry in the central station. We couldn’t 

do anything but to grab him because there were a lot of people around and he could end up 

hurting people or himself. We realized that we couldn’t hold him. There were two guards 

walking over there and he starts screaming, “Help, please help.” They start run toward us, 

and we told them “no, please help us, not him.” It took a while till we explained to them and 

they understand the situation so they helped us getting to the train.    

We also have cards that explain our situation with a number on it, that if some big situation 

happens outside the personnel can give the cards and they can read it and call the number so 

we at the school can explain the situation and help them with further information. So it can 

helpful to share the knowledge to the Swedes.  

B.4 Interview 4 

My name is Åsa Smedsberg and I have a Ph.D. in computer and system sciences and I have 

my dissertation in 2008. I am doing research for many years about knowledge and 

competence, both in organizations and in general or public sort of say. 

I guess Harald suggested you to talk to me since I have been doing research extensively about 

competence level and how they are related to usage of computers and tacit and explicit 

knowledge; those kind of things. So I have this background also. For fifteen years or so I 

have been in this area. 

General opinion: The guidelines I think they are very concrete and practical. But they are also 

a bit difficult perhaps to understand, without the context of the chapter, because I have been 

reading the chapter and then the guidelines. I think they need to be seen in connection. And I 

don’t know how you can do this. Perhaps you can just say the guidelines should be read 

together with the chapter, because then you have the context and more understanding of what 

guidelines are actually say. For instance number  2 when you say, “never use lots of numbers 

in scripts when you need to use numbers put it in the context” those kind of detailed 

instructions could be a bit difficult to understand if you are not aware of the context of how to 

set the scene or those kind of things. So that would be my general opinion of the guidelines. 
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Maybe we can just go to this chapter and I can give you some of my reflections, for instance 

when you talk about storytelling and best practices, those kind of things, what strikes me is 

how to find the expert in the field and how to gather all the knowledge that an expert has. For 

instance you mentioned that it is important to do the interview in way that person of interest 

talk as much as possible and don’t interrupt him and those kinds of things. But some general 

idea of an expert for instance, if you pick one as knowledgeable and regarded as an expert by 

the community or some group of people the normal situation is that you will never get all the 

information of this person because so much is hidden or tacit in this person, so the knowledge 

can only be recognized and seen in practice. Watch the person not in an interview situation 

but in a practical and professional situation and then act there. So in order to really catch the 

practices and good practices of a person then you should observe this person in such a 

situation and you could for instance use your idea of recording and doing a movie based on 

this but you have to be there in such a situation, so for instance if you want to know how an 

expert deal with certain type of customer, maybe some customers that complain or customers 

that have some sort of demands or needs or in a situation for instance a doctor talking to a 

patient, what kind of questions to ask, how he relates to the patient, then the best situation 

will be you be in the room, recording, and then people who look at the movie can reflect and 

have discussion about  what is happening in the scene or the situation. So, by doing that you 

can catch more of the hidden or tacit knowledge of the person. 

In fact in some part of these guidelines we mention that these guidelines are not good to 

transfer tacit and sticky knowledge.  

Then, that is right. 

About the best practices, that’s another concern that some people have of best practices. If 

you for instance have a big company or you want to transfer best practices from one company 

to another, then what you may faces that you try to cure a problem with a solution to another 

problem. This is also something that you can take to account, situation normally is very 

complex, and by having best practices you neglect some complexities and you make it too 

simple. Always have best practices in specific communities, in smaller communities, and it is 

also related to not just people that work in a certain company or department of the company 

but also about the customers, because they can differ, products and services can differ, there 

are some many different factors that can reflect the way you should do things.  
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This is also interesting, you talk about motivation. Once again it is about the level of 

knowledge and the level of competence, that you try to address, because sometimes if you 

look at the Dreyfus level of competence, he starts with basic level or non-competence level, 

once you enter the area, then you become an advance beginner when you learn different rules 

or how to approach different areas, and then finally you reach the professional level, expert 

master. Depending on what kind of level of competence that you have, you can receive a 

message in different ways. For instance, if you have too much information or too difficult 

information, then of course you miss a certain group. But in normal situation once you talk 

about knowledge repositories in general, the fact is that they are too general, so they only 

reach the basic knowledge or competence level for instance novices or advance beginners. So 

if you want to help professional people then you need to present it in a different way. So it is 

also about understanding of the professional competence in certain area.  

I think we have one point about this, here, “while writing the script you should always 

consider the absorptive capacity and decoding competence of the receiver.” It is a bit 

hard to combine every point in a way that reflects the relations. 

Right, I just noticed that you had this. The motivation has a main part here. But it is good that 

you have this guideline, so include that part here so you don’t talk just about motivation but 

also competence.  

We divided the whole thing into two main groups; the first part is about searching for 

the story and knowledge and finds the appropriate recipient. Then in the second part 

we talk about how to write the script. So we thought that being in align with competence 

of recipient is something about writing.  

When you present it in a movie you will never be certain of how it will be received by the 

other party, so that is why my research is about having interactions, so you can always having 

responses from the other person and then you can adjust way you described things that you 

wanted to transfer. This movie or the description, you can never adjust, you have to know 

before hand. That is the tricky part of this. That is why sometimes people are a bit reluctant 

of the knowledge repositories, because they want to cover everything but, the risk is they 

miss a lot of things and they don’t reach the right people or message. 

But it is good that you reflected upon this, how difficult it is. And perhaps you can also build 

in some flexibility, I don’t know, but that could be a way of handling it, that you sort of add 
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to this field. That you also have as one guideline, some demand for flexibility that you should 

always reflect upon what kind of movies that you have, so it is an ongoing process, so one 

movie can be modified to this and that group, you know those kind of things. So it is a bit 

sensitive to the audience or to the changes of the organization. Contextual factors. And you 

have a point about context which is a good one. 

What I suggested in my research was to combine this kind of things with also interactions, so 

you will never have only stored information or knowledge but also combine with people 

interaction so you can reflect upon what has been stored and you can make explanations. 

You mean the tacit knowledge of the experts with explicit knowledge? 

Yes, so you don’t only rely on what has been stored but you can always have the people who 

look at the movie, so you can always have someone to ask for more explanation or reflect 

together with. It can be peers, it can be some experts, and there should be also an interaction, 

because then they can relate to their own situation and their own contextual factors.   

This is a good work that you’ve done, and you really tried to explain doing interview and 

how to structure that, I think it is good. 

I am not really fan of storing knowledge and those kind of things,  I mean from a perspective 

you need to put this in a context of people, culture, different roles, situation, everything, and 

off course you have mentioned it in your guideline. 

I think as I said the interview techniques and that kind of things that you are presenting here I 

think it could be a really good contribution to the field. 

B.5 Interview 5 

Would you please introduce yourself and your background? 

I am a play writer and dramaturgic, so I have written numerous theater plays and also some 

film scripts and now I am professor of arts and knowledge so I work with master degree 

about knowledge reflection, theories of knowledge in art. 

What is your general opinion about this set of guidelines? 

Well it raises some questions in me of course. I mean it is very through and I think you have 

made a very good work in pinpointing down this. My general question is for whom this is 
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meant? Because somehow I feel that if you have a filmmaker that going to do this then 

maybe he knows this, it is like a craft, or if it is provided for someone who doesn’t know how 

to make a film then I don’t think it will be possible form him, still he needs some sort of 

education.  

In fact the person who are going to use this are going to be knowledge managers who 

are a bit familiar with film making and wants to transfer knowledge inside the 

organization by making film or writing movie scripts, so we expect that the person who 

wants to write this movie scripts be a little familiar with screen writing but not a 

professional one. But have a good knowledge of knowledge management works. Or on 

the other hand, if the person who wants to make these movies has a background more 

related to screen writing or something like this, he or she need to focus more on the first 

part of the guidelines because it is more about how to extract the knowledge and find 

the story. 

So, that’s fine. Then I have one general thing that I kind of wished for and it was some sort of 

example, I think it would be profit from with introducing an example.  

In fact we applied all these guidelines on a case, in a health care company and create a 

movie script out of that, based on all of these guidelines. We explained how we applied 

each of these guidelines. But since we wanted to have this interview very short we just 

sent the guidelines itself.  

So when you are presenting this to people you have some sort of example? 

Yes we have.  

Then of course, I mean this is an artistic school, and you can say that the real art in making a 

script is still something else than all this, than what you are talking about. I think it is 

something that you should think about. There is always the danger, when you do something 

by the book, by guidelines, I mean it is ok, it is well done, but it does not catch on to people 

because maybe it can be too predictable, when you can see what’s coming and as in life and 

as in art it should always be a bit mysterious, and unsolvable problems and dilemmas, are 

more catchy for the human mind and you will be more engaged to it. We have here film of 

Sophocles drama Antigone. It is a classical Greek drama that is about Antigone who is a 

daughter of a king; her brother was killed in a war. The king refused to bury his brother 

which is very important in her culture. And if she will do that the king will kill her and this is 
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a dilemma, will she betray the dead brother or will she die? I mean that’s the problem. Of 

course it is not the same when you have this sort of product that you are aiming at but still the 

participants in these kinds of activities they are also humans, they need also importance, 

passion, drama, conflicts, and more interesting conflicts. Like some sort of enigmas, 

emotional, a bit mysterious, otherwise when you see these kinds of films it’s like you know 

everything from the beginning. It will be boring. But of course I understand you have these 

special cases. I think it’s good that you paid attention to conflict, challenge and adversary in 

these guidelines. 

I think we mention it in the limitation part of our thesis that it is not the kind of step-by-

step guideline it is just for inspiration of the person who make this movie. They need to 

have the basic knowledge but by going through this guideline the risk of missing and 

depreciation of knowledge will be reduced. It is just about the knowledge management 

matters and we focused less on the artistic matters. 

I thought it was for me that I work with knowledge, it is interesting that you mention these 

five kinds of knowledge that you are presenting. The real knowledge that we are going to talk 

about is about knowing when to do something, it’s about personal judgment of a situation, 

maybe the hardest form of knowledge that you can transform. But also form of knowledge 

that it is possible to transfer via art or via stories, I mean that’s the sort of knowledge that you 

gain through experience that you know now is the right time to do that’s the real, because 

without that kind of knowledge all other knowledge is really useless, because you have to 

know when to go forward. 

The reason that we didn’t mention that in our report is because as you said knowing 

when is something that you can gain with experience and not transferring via movie or 

something.  

Yeah that’s right.  

I can only express my admiration that you had energy to pinpoint it down, it is very through, 

I can really see how much effort you put into this. Do you have experience or interest in this 

at the school?  

In fact our main interest was in knowledge management and knowledge sharing but 

through our thesis we find out, since we also have interest in movies not as a 

professional but as a hobby, we decided to connect these two with each other. 
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Yeah I see, it is also in commercial films. But they also developed a lot more about the art of 

being unpredictable and don’t go into expected and I think clever of these commercials is 

they work very well with humors, surprises, perspectives turn upside down because the 

Swedish audience are very sophisticated they don’t buy this, “it’s good for you”. You should 

deal a little bit with the necessity of being surprising. That is somehow the key to get the 

peoples interest and I think that is what you want to do. 
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Appendix C: Interviews’ Summaries  

C.1 Interview 1 

My name is Agneta and I am working as Training Manager in HCC.  

Our organization is providing all kinds of health care solutions in different levels. We have 

elderly homes, home cares, and schools for special children in different ages. We have more 

than 11000 employees and we are working in 3 countries. But our main focus is on Sweden.  

Our organization’s main goal is to be the best in its area, since there are lots of competitors in 

the field. We aim to satisfy our customers and make them and their families happier. 

To reach our goals we need to educate our employees. They should know about the values 

that are important for us, and try their best to fulfill the goals. To reach this point we need to 

have a targeted education system.  

Of course we have knowledge gaps, which we measure each year. I mean when our company 

grows this fast, and sometimes we get 200 new employees over a night, and then we of 

course have to tell them what our values are and how we do business. We have to look into 

details from formal details to how they act when they meet a customer. 

I think one of the important matters that we are trying to tell our employees is not to only do 

their job but create their job as well, and be creative and take responsibility. We talk a lot 

about “The meeting between persons” which is the basis for our service. So, if we can make 

our employees meet our clients by creativity we would achieve a lot. We have lots of changes 

in our employees, some of them go and some new employees come all the time. Most of the 

new employees are coming straightly from schools and universities and have no or just a little 

work experience in the area of health care. They think that they should solve all the problems 

by referring to what they had learned in schools and they do not need to do anything more 

than they are told to do.   

I was just thinking of a story about some of our employees and how they achieved a result 

and it’s more about a best practice and in a way addresses this problem. 
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We have an activity center where people with disabilities are there. There was this young 

man, that he was highly functional, that means he could live by himself, he could do his own 

food but he needed somewhere to be during days, because he could not hold a job situation. 

But he was highly functional, he just had one problem. It was difficult for him to go from his 

apartment to the activity center. He could go by bus by himself, but he could only go by 

buses with blue seats. The problem was that there were mainly buses with red seats at the 

area he lived. So he was standing in the bus stop for hours until a bus with blue seats came to 

the station. Then he just went on, pay and everything was very good. The activity center’s 

main objective is to train people to be able to go to a normal workplace or something like that 

in the future. So, if he still has this problem with red seats buses, he won’t be able to be at his 

job in time and it will make a big problem for him.  

The staff was thinking a lot on how they can fix this problem, and after a while they came to 

the idea that, if he can’t enter a bus with red seats, they must make sure that all the buses 

have blue seats. So, what they did was, they took a camera and went to a bus with blue seats 

and took a picture of blue seats. Then they developed it in a big format and they put it into a 

plastic cover and gave it to him. They told him when you go to a bus with red seats just place 

this picture on one of the seats and sit on it. It actually worked for him. So, he just took it, 

went on a bus, paid and seat on it and goes to his daily activities, and after a while he didn’t 

always remember to bring the blue seat and he didn’t have a problem to sit on red seats. This 

is really a best practice.  

They address the problem with creativity and they were really focused on the individual, 

because it is really important in our work and in our company to really think about the 

individuals we are serving. We have to treat everyone out of the context that they are in. One 

person’s problem is different from other ones. They have different kind of things that they 

have to address, and therefore we have to meet them in different ways. We cannot just expect 

everybody to do the same thing. We cannot put them in a frame. These employees really saw 

the person, took his problem seriously, thought about it creatively, and solved his problem. 

They made his day better or one can say easier in a way. They did this on their own. It was 

not something that someone from the office told them to do. They were acting individually 

and took the responsibility for their work.  I think it’s a very good example on how we want 

our employees meet our clients. We want them to focus on the individual to address the 

problems and do it creatively. 
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The critical value which we made for this specific customer is that we attempted to solve his 

problems and we were really focused on him. We made his life easier and made a change, 

and as a result he wants to continue working with us. It’s crucial because if this person feels 

himself at home with us, and feels that we helped him the best, he is the one who is going to 

suggest us to someone else. If we don’t meet people in a good way we don’t have a business. 

It takes a lot of time to gain a good reputation but it goes very fast to destroy the reputation. 

I really think if you want to make a movie out of it, you have to show that it is authentic. You 

must show that it is not a made up example, because the power of the story is that it is real 

and it can inspire people. Otherwise, people can say this is a made up story and cannot affect 

me. 

We are a big company and I’m sure that there are thousands of beautiful stories out there 

which talk about how our people did something really special for someone else. But 

unfortunately we don’t have these stories documented. We did not focused on documenting 

those stories and do something to harvest from them. 

I think everyone can benefit from this story, because it’s not just about meeting persons with 

such a problem, it’s about meeting persons in the context that they are in. so I think all the 

employees can benefit from such story. In our company I would say 10800 employees out of 

11000 employees work with customers on a daily basis. Even the managers probably meet 

the customers several times a day when for example walking around or visiting the 

department or something like that. That is our business; we do not make any product, and 

everybody work with people all the time. 

If you want to work on this story I can ask the manager who told me this story and introduce 

you to her. 

C.2 Interview 2 

I’m Carin a teacher and headmaster of HCC’s schools. In HCC we have two schools, for 

those people from four up to twenty, who have diagnosis of Autism, and also mentally 

retarded with a big complexity in behavior, violence to themselves and to others. I have been 

the headmaster of those two schools for nine years.  
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Our company main goal is to help people to be as independent as possible in the society. That 

is the main goal for all people. Some of them always need some help from other people; if 

you can be independent then you should be as much as possible. 

A lot of people are coming to us, with lots of disappointments. Usually they are not welcome 

in other schools anymore. They have broken all the classrooms. These special people have 

big potentials, but they have big problems too. They have to do things in the order that they 

are used to do, and if the order changes they will get confused and cannot do it.  

This boy, who was around fourteen at the time, couldn’t go by bus with red seats. As you 

know in Stockholm there are lots of busses with red seats. Our school is in Sollentuna, he 

also was living there. He could sit for hours and hours just waiting for a bus. They tried a lot 

of different things like forcing him, which was not a good idea, or rewarding him. It might 

work once but not the next time. Then his teacher said that I would try this. I’m going to a 

blue bus, take a picture, and then print it out in big format. I would put it in plastic, and then 

when we go to a bus, we put it under him. He sat on it and felt like the blue seats, after that he 

could go wherever he wants to.  

People with autism are emotional and hard to understand. There is always a question, why 

they are getting sad, angry or happy. That is one of the main things in the diagnosis empathy. 

They don’t understand why. It is not important for them, they need you as a tool, and 

otherwise they don’t need you at all. It can be very hard, especially for their parents. You can 

read for autism. There is this great researcher, his name is Bo Hellström. He is a 

psychotherapist, who is talk a lot about the behavior of these people and in what way you can 

work with them. 

I think the knowledge from this story is that the small things can make the difference. It is in 

the small things that you can do. It is a small thing for you, but for him it is a huge step to be 

independent.  

You as an employee can see the little thing that you are doing every day can make a 

difference. So, you are important, and you are not just going to work for nothing. We call it 

like Sherlock Holmes, at work place. Because it is always trying to see invisible lines through 

our people that others can’t see. How can I get them to understand what I mean? How can I 

get him to understand that this is important for him? I’m totally satisfied here, so why should 

I do this? Because he can’t understand why it is good? So that is one of the Sherlock Holmes 
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questions. When we work we talk about think outside the box to find the solution. I have to 

think a bit about it, but in everything we do we have to go outside the box. 

We have such stories all the time, one way or another. But it is hard to remember them and 

organize them to tell. We don’t have any of them documented. I think it is a good idea to 

document them. 

The critical value which this story creates for our customer is the fact that they know we 

always try to think outside the box, and we always try to find them a solution, and not say 

that it is not my problem. I think that every parent in my school know that, if they call me or 

any other, they know that we will try to find a way to help them. 

I can see that it is not everywhere that thinks like the teacher in this story. You don’t have to 

do that always, but you should. Because this is what we stand for, this is thinking outside the 

box, these are all values for our organization no matter what. We should treat everyone in a 

good way, even if it is the postman who comes to the door. We should treat him the same as a 

potential customer.  And I don’t see that way; I can see a gap there. Employees should think 

they and what they do are important. Not just come to work and do what they are told to do. 

They should turn it around and be creative and think out of the box. You should always do 

more and not be satisfied, because if we don’t, there will always be someone else who is 

better than us. 

Just couple of days ago, I read something about Absolute vodka, they say “You have to love 

your customers, otherwise someone else do.” and that is really true. You have to love them 

and give them something extra, and make them feel special. To reach this we have to act, and 

not just sit and wait for things to happen. You have to keep your promises.  

This is very important for us especially in this moment, because we are growing so fast and it 

is very important to spread the common values that everyone should care about in the 

organization. For example at one of my schools, there are people who have been working for 

ten years and have lots of information, knowledge and experience about autism. There is also 

someone newly arrived from university and just has theory, never been in work with these 

people. There is a gap, of course. But we are holding a small educational group for new 

employees in HCC. We want to tell about the values that are important for us. We should 

give new employees a little responsibility and tell them we trust you. So you do it, and if 

something was wrong come to me, but you have to try; you are allowed to try. If you fail, it is 
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ok, we will try something else. Always try and not be afraid of failing. They have to be 

encouraged to try and feel that what they are doing is important for their leader, for 

organization and for all the customers. And if we stop doing these small things, we will no 

longer be in the market. I think these small things are holding HCC in the business. So it can 

be the critical value for our company.  

Because this boy has so many problems, there were always two teachers involved with him. 

They are still working in our schools. I already told them about your project, so they know. 

They are not teachers anymore; they are headmasters in two of our schools now. 

C.3 Interview 3 

My name is Lina, and I have been working as the vice principal in one of HCC schools, since 

august 2012. Before that I was a teacher at the school.  

And my name is Emma and I’m also a vice principal. By that time I was an assistant for Lina 

or other teachers, like a team. (Emma’s words are in italic) 

Our school’s main goal is to provide a safe place to succeed for children who have Autism 

and huge behavior problems. When we have a child here, we want him/her to move on and 

become better and more successful continuously. When they come to us, they see themselves 

as a mistake. Everything in their life is just a big mistake for them. But we try to show them 

that they can be involved in the society.  We take these children out by bus, train, and on walk 

and try to work with them toward normalization.  

They have lots of problems. For example, most of them don’t want to walk. They are able to 

walk but they don’t want to walk. Some of them are lazy and some of them are just afraid of 

walking around. But we don’t let them to stop there; we just push them little by little. We 

know that they can never be normal but they need to be in the society and they need to learn 

how to communicate with people, and get used to be in social environment.  

By having 22-coworkers for only 21 students, we need to help them to go further than what 

other schools are able to take them. Our goal is to push them not too far, but as far as they can 

go. 

Your intended story happened 3 years ago, when the boy had 15 years old. He loved to take 

buses and trains. He couldn’t go by any bus, other than a bus with blue flat seats; or any train, 

other than the one with old blue flat seats. The problem was that the old trains were more and 
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more disappearing and the new trains were taking their place. Sometimes we needed to wait a 

long time until an old train come. So for a while we actually stopped going by trains, because 

we didn’t know how to work with him.  

We tried to push him to use buses instead, because we thought this is just a small problem, 

and he can go through it. But we ended up doing so many mistakes and getting into many 

fights. He was very strong, so we didn’t want to push him towards a fight. So for us, taking 

him by bus toward swimming pool was impossible, and for him, not to go there was a huge 

problem and made him very angry. We tried lots of potential solutions, and discussed it with 

our colleagues. We could not just push him and take him by the bus and make him mad. It 

was dangerous for everyone. 

I am not sure how I came with the idea. But we always carried around a camera, to take 

pictures when he was happy. We have a book, full of all children’s photos. Every day we 

write something to their parents, and put the pictures in the book, so they can see what their 

children are doing during the day. We used these pictures from the beginning, to make 

everything more living for the parents, since most of them do not talk very good Swedish. So 

just to be able to communicate with them in an easier way the picture idea came up. In this 

way we show them what they kids are doing during the day. We believe that since these 

pictures are real and not just ones from the Internet, they have more influence. 

So we had the camera with us and all of a sudden we saw a bus with blue flat seats came 

toward the station. He had a special thing that he was saying harmony-harmony when he 

wanted to express everything is perfect. And he was so happy when he saw the bus with all 

the blue seats that he started to shout harmony-harmony. So, then I though why not take a 

picture of him on the blue seat while he is happy. On the way back I was thinking how we 

could use this. Maybe there was a way for using this picture somehow. In the first picture he 

was sitting on the seats. So all of a sudden I realized maybe we can use the picture of blue 

seats somehow. 

So I just tried it. I printed out the picture of a blue seat on a piece of paper. Then put it in the 

laminate machine so it wouldn’t get destroyed. The next time that a bus with red seats was 

coming, I though ok let’s give it a try. I previously talked with him about this and told him 

maybe we could use this picture. The bus came and he did not really want to go on the bus 

and he started to fight. So we returned and sat down in the bus station. 
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 I said: “ok, let’s go back to school”.  

He said: “no let’s wait for another bus.” 

 So another bus with red seats came again. This time we get him on the bus, but he was 

fighting so much that we couldn’t get him to sit down. So we got off the bus. After sitting 

there for a pretty long time another bus came. We were sitting in the middle of the way 

between the school and the swimming pool. We were thinking, going swimming or going 

back. I tried to tell him, if you are going by this bus, you can still swim for a short time. And 

that made him think about going on the bus. So he did not even fight when he was going on 

the bus. When it came to sitting down he was standing half way and refusing to sit. He was 

saying “no I cannot sit down on these seats”. And after like two minutes, he looked at me, he 

looked at the picture underneath him, and then he sat on it.  

He said: yeah this is a blue seat. This is a blue seat, harmony-harmony. 

Afterward we always had that picture with us, and we even made one for his family to take 

home. We tried to push them to take him on the other buses too, but they let him to only go 

on the buses with blue seats. I don’t think that they had used it even once. Usually parents 

cannot see others or even school members come up with a better idea which makes their child 

feel better, and they have not noticed yet. It is hard for them. They do want a help but at the 

same time they cannot accept that. They feel like they didn’t succeed. They had faced so 

many problems and mistakes before, and they were so angry with the schools, not a specific 

school but school system in general. Our first meeting was so hard, because they had many 

bad preconceptions about schools. 

Anyway, it was a great success for us. After a while we actually took the picture away and he 

was going by any bus. We always carried the picture in our backpack in case of an 

emergency. And if he was having a really bad day, and he still wanted to go by bus, then he 

used it otherwise he did not. After a summer break, it was all gone. He didn’t want us to 

bring the picture in the backpack. The whole process took around 6 months.  

Before this successful idea we had examined many others. We tried to put a backpack on the 

seat, or let him sit on my lap. We tried everything. He even carried around newspapers, and 

say “ok I can sit on this.” And sometimes, if he was in a good mood, and thinking for 

example of going to swimming, and he was focusing on what he is going to do, it worked. 

The main problem was when he had a bad period. 
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So I think we got him to understand that the problem is not the seats, and he can go by any 

bus. We solve the problem for him; we helped him use the transportation facilities, and go by 

buses and trains but in his own way. 

The risk document for this child was pretty big comparing to others, so I can say he was one 

of the most difficult and complex children that we ever worked with. He had a special 

diagnosis, including the food problem. He had to eat a specific amount of food, and nothing 

could be taken out and nothing could be added up. His parents determined this, because these 

children usually gain a lot of weigh, but he was not gaining weight, because they were very 

strict about the food. If he eats even less than half a normal boy eats, he could gain weight. 

The thing was that he really wanted to eat. So we couldn’t put him in the class for eating, 

where other children were eating other stuff. And that was one of the many reasons that he 

was in class by himself and not interacting with other children during the day. He had some 

subjects with other children but most of the time he was alone with the staff. 

Sometimes he was going to garbage and looking for food, but the thing is his food problem 

was pretty small comparing to other problems with the same diagnosis. His behavioral 

problems took over his food problems. So, his food problem came through when he was in a 

good period. So, for us, seeing him going to the garbage was not like saying, “ooh no.”, we 

were like “ooh he is in a good mood.” This syndrome is called Prader-willis. 

The knowledge that other employees may acquire from hearing this story is that nothing is 

impossible, and no one is mean. There could always be a problem. So what we are doing is 

thinking why he is ending up in this problem. We try to see it from his side and understand 

him with such smallest details. Spreading this knowledge can make the world for these 

children a better place. Because there are many kids with similar problems, and communities 

don’t know where and in what school to put them and maybe they end up in a place that they 

don’t understand their problems. 

We record everything about children. Regarding this boy I had a special book in which I 

wrote about him every day. But after he stopped coming to our school, most of his 

documents, including this book, were given to his parents. So, I’m afraid we don’t have any 

useful document about him at the moment.  
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Appendix D: Movie Script 

In this section you may find the movie script that is written based on the guidelines for the 

story that we found in HCC. 

1 

EXT - BUS STOP - EARLY IN THE MORNING  

Light snow coming, freezing cold weather, an old 
woman is waiting for the bus on the other side of 
the street with her little dog. She is staring at a 
red bus on the other side of the road. The bus 
passes by. She saw the boy and his mother again.  

Another bus comes along, stops and leaves the bus 
stop, the old lady stares at them again with wonder. 
She does not understand why they are not getting on 
the busses. She sees them most of the days that she 
is going out. Old lady's bus that is late 20 minutes 
because of the snow finally comes.  

Karl is a tiny 11-year-old boy. He looks pretty 
normal but doctors diagnosed that he has autism. His 
parents took him to doctor after his problems at 
school got worst and worst.  

Karl's mother stressed out, looking at her watch. 
She is late for her work. 

Karl's mother (To herself) 
"Again and again" 

Doctors introduced them to a special school. They 
explained that his problems will get worst if they 
didn't know how to treat him. But it is so hard for 
them to accept that their children has problems. 
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2 

EXT - BUS STOP - MORNING (TWO HOURS LATER)  
 

Karl and his mother are coming down of a bus that 
has blue seats. Karl's mother takes a look at her 
watch. She is so late for her work.  
She takes Karl's hand and run toward the school. He 
doesn't want to run, he resists.  

 
This is happening almost every day since Karl 
started to refuse to go on busses with red seats and 
he starts to fight when they want to force him. 

 
She started to think about the special school that 
doctor suggested to them. 
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3 

INT - CLASSROOM - AFTERNOON 

Karl is sitting on his chair in the corner of the 
classroom while he is chewing his nails. He had a 
big fight with two of his classmates and his 
teacher. The fight started when he tried to eat his 
classmates’ food. It is not the first time that such 
situation happened. This time the teacher forced him 
to sit on his own seat. He doesn’t like to be forced 
and starts to fight and hurts himself and others. He 
gets very strong when he is angry.   
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4 

INT - SCHOOLS'S OFFICE 

Karl and his parents are sitting in school's office. 
The room is full of files and pictures of children 
on its wall. There is a table in the middle of the 
room. They sit around it together with the school's 
manager. 

Lina enter the room with a tray of coffees and a 
plate of cookies. She works as a teacher for several 
years. Looks like she's in her early 30's. She has a 
bold look and stocky build.    

Lina greets Karl and his parents 
"Good afternoon, I'm Lina" 
Karl's Father 
"Charlie"  

Then he points to his wife 
" Sara" 

Sara just shakes his head and smiles at Lina. Lina 
can see that they are worry but they want to hide it 
behind their tired faces.  

Lina 
"And what's name of this cute 
boy?" 
Sara 
"Karl" 

School's Manager turns to Charlie and Sara and 
start talking with a confident smile on her 
face. 
"Lina is one of our best 
teachers in the school. From 
tomorrow she will work with Karl 
together with one other teacher. 
We promise you that we do our 
best to provide a safe and 
friendly environment for him so 
he gets better and better as far 
as he can in his social life and 
at home" 
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5 

EXT-BUS STOP - LATE IN THE MORNING  
 

Bus Station, no cloud, cold winter wind, asphalt is 
sparkling. Lina is now in her mid-30s, tired but 
kind face holds on a bag that contains some stuffs 
like a notebook, a camera and some medicine. They 
always carry this bag around when they go out with 
children. 

 
Her assistant Emma is almost same age, little 
thinner, little taller. She has Karl's backpack on 
her shoulder. He is now 15 years old. He was 12 when 
he came to their school, all disappointed. Karl has 
Autism syndrome that made his parents to finally put 
him in a special school. They didn't want to accept 
his problem few years back. He looks much thinner 
than other children with the same syndrome.  

Lina pull her coat's zipper up which is already up, 
rub her hands together, push down Karl's hat for him 
which already covered his ears. 

 
Lina whispers to her self 

 
"Blue come, blue come" 

A bus can be seen in the end of the road, keeps 
closing, and stops in the station. 

 
Lina with herself again 
"Not again, it's forth in a row" 
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6 

EXT - BUS STOP - NOON  

Little drops of rain wet their face 
 

Lina to Karl 
"We cannot go swimming today 
anymore, because it will finish 
in half an hour and we are still 
waiting for the bus, let's go 
back to school" 

 
Karl stares at Lina and say in a 
loud voice 
"I want to swim" 

Lina 
"But we can't today" 
Karl 
"I want to swim" 

This time he is screaming 

Lina feels exhausted. Another bus reaches the 
station. This one has blue seats. 

Karl laughs 
"Blue seats, blue seats, blue 
seats" 

He is so happy. A smile covers Lina's tired face. 
They get on the bus, although Lina knows he could 
only swim for 10 minutes at the best.  

As usual Lina took a picture of him while he was 
happy to put it in his notebook and archive their 
daily activities. They create an archive for each 
child for further references. They do this so every 
time a new teacher wants to work with a child, they 
had to read through these together with general 
regulations of the school to help them know each 
child better before start working with them. This 
will help them to avoid same mistakes over and over. 
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7 

INT - BUS - AFTERNOON 

Way back to school, Lina is even more tired. Blue 
seat situation happened again on the way back. She 
stands beside Karl who is seating halfway on his 
backpack.   

He felt so cold after swimming, they waited a long 
time and Lina tried to force him to take on a red 
seat bus. He started screaming in the central bus 
station. He was so angry and in this situation he 
was able to hurt himself or others. He becomes so 
strong too, that it is impossible for Lina and Emma 
to control him. 

Two guards that were passing by heard Karl and rush 
there to help him. Lina started to explain to them 
that she is the one who needs help. People around 
there were shocked and scared. Guards helped Lina to 
calm him down and make him go on a bus. It had red 
seats. 

He puts his backpack on the seat but he still cannot 
seat on it. He even refuses seating on Lina's lap.  

Bus is full of tired people going back home from 
work. 

Karl's situation, station's incident, the way he 
seated half way and the whole tedious day waiting 
for busses makes Lina think again. 

Lina(to herself) 
"He can't continue like this, 
there should be an easier way 
than just waiting for blue 
seats" 

Lina looks at Karl. Suddenly she remembers the 
picture that he took from him sooner that day. She 
remembers his happy face on a blue seat. Looks like 
she has a new idea. 

Lina to Emma 
"I have an idea" 
Emma 
"What is it?" 
Lina 
"How about turn all other seats 
to blue seats so he can always 
sit in busses and trains" 
Emma 
"But is that possible?" 
Lina 
"Let's first find a blue seated 
bus and take a picture of a 
seat, I will tell you the 
details later" 
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8 

INT - BUS (RED SEATS) - MORNING 

Lina and Emma talked with Karl about what they 
wanted to do. He didn't give much of a response. 

First bus comes to the station he just refuses to go 
in. Same thing happened with the second one. He gets 
on the bus but starts to fight so they had nothing 
to do except getting out of the bus.  

Lina 
"Ok, let's go back to school." 

But it was swimming day and he really wants to go. 
Karl 
"No let's wait for another bus." 

Another bus with red seats comes along, and this 
time he finally gets on the bus. 

Lina carefully puts the plastic covered picture of a 
bus's blue seat on a red seat.  

Karl looks at the picture with doubt. Lina can see 
the fear in his eyes. 

Lina to Karl 
"If you seat on this blue seat 
you can get to the pool on time" 

Karl smiles a little, looks at the picture with 
doubt, looks at other red seats, go to it slowly, 
seat on it halfway while he grabs Lina's hand. 

He refuses to sit. 
Karl 
"No I cannot sit down on these 
seats." 

 
It is hard for him to trust. All the bad experiences 
he has from past makes it so difficult for him to 
trust his teachers. It even influences his trust in 
his parents. It was kind of their fault to force him 
go to a school where normal children were going. 
They did not know how to treat him in ordinary 
schools. He even has some bad experiences from the 
special school he used to go. Teachers were forcing 
him to do things from time to time. 
 
But Lina and her team were so patient with him. They 
gain his trust and focus on solving his problems.  
 
After two minutes he take a look at Lina then take a 
look at the picture of a blue seat underneath him, 
suddenly pushes Lina's hand and sits on the picture.  

 

He starts laughing, clapping his hands, looks 
at Lina 
"Yeah, this is a blue seat. This 
is a blue seat, harmony-
harmony." 
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He always does this when feels like everything is in 
the order that he is expecting. 

Lina  
"Yes, yes" 

A big smile covers Lina's tired face. She hopes that 
this works for him permanently and not just for a 
short time like many other ways that they tried 
before. 
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9 

INT - BUS (RED SEATS) AFTERNOON 

Six months passed from the first day Lina tried to 
use the picture on a red seat. Karl is going back 
home with his mother. Lina wanted them to use the 
picture as well but they refused it all the time. 
They didn't believe that someone else could actually 
solve such a problem. But now they changed their 
mind when they saw he sits on red seats and didn't 
even need the picture anymore.  

(Narrator) 

“Of course it was not as easy as it sounds. There 
were a lot of times after that time, which he 
refused to sit on it specifically when he was not in 
a good mood and had one his bad days. But Lina and 
her colleagues believed that they can make a change 
and they did.” 

“They couldn't solve all of his and his family 
problems but they helped him as much as he had the 
potential of it. They saw his problems and by being 
patient, creative and caring helped him and his 
parents a lot. “ 
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Appendix E: Collected Data 

E.1 Clarity and Understandability Test’s Questions 

1. Which one is a better start point when you are searching for a gap and the knowledge 

to address it in a company? (1) 

a. Interviewing a loyal customer of the company. 

b. Searching through company’s electronic documents. 

c. Interviewing a senior manager of the company. 

d. Observing the ongoing processes in the company. 

2. When you are searching inside the company to find the stories which have the 

intended knowledge within their heart, you would better to just hold to success stories 

because you may rarely find a great potential in failure stories.(2) 

a. True b.   False 

3. Which one is not an appropriate source of stories you may refer to while searching for 

the stories which have the intended knowledge within their heart? (3) 

a. The company’s products 

b. The company’s working partners 

c. The company’s happy and loyal customers 

d. Magazines and newspapers 

4. You may find bits and pieces of the core story by: (4) 

a. Interviewing each employee, customer, or partner. 

b. Searching through documents. 

c. Doing observations. 

d. All of the above. 

5. Which one is not a good option for motivating the interviewees?(5) 

a. Appreciating their participation by a gift.  

b. Explaining the reasons of the interview, a summary of the project you are 

working on, its aims and its benefits, at the beginning of each interview. 

c. The reinforcement of their understanding of their own knowledge. 

d. Asking the senior manager who defined the objective of the project, or another 

manager who you interviewed previously, to ask the interviewee to cooperate 

with you and set a time for the interview. 
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6. Which one is more appropriate when you want to interview the source of the 

knowledge?(6) 

a. A structured interview. 

b. A Semi-structured interview. 

c. An unstructured interview. 

d. There is no different which one you choose. 

7. While the interviewees respond to your questions, you may interrupt them in the 

middle of their talking and ask them to clarify their intention by explaining specific 

events, situations or occurrences, if they used general terms. (7) 

a. True b.   False 

8. Consider these problems while searching through the organization’s electronic 

documents: (8) 

a. Inconsistencies of abbreviations, Redundant keywords, Errors in spelling 

b. Inconsistent spelling of words, Improper combination of dissimilar terms, the 

functionality of the search engine 

c. The functionality of the search engine, Inconsistencies of abbreviations, 

Redundant keywords 

d. Improper combination of dissimilar terms, the length of the keywords, Errors 

in spelling 

9. Choosing only credible sources is a crucial factor to be considered. 

a. True b.   False 

10. To make sure the message has enough degree of relevance or importance to the target 

audiences you must be able to give positive answer to: (10) 

a. Does the recipient have enough intrinsic motivation for receiving this 

message? 

b. Is there any gap in working life of the recipient, which can be filled by this 

knowledge? 

c. Both of the above questions. 

d. At least one of the above questions. 

11. Movie or movie script is an appropriate channel for transferring knowledge when the 

intended knowledge…  11  

a. Has a low degree of stickiness 

b. Has a low degree of observability. 

c. Is depended on learning by doing. 
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d. Is a tacit knowledge. 

12. The one who is writing the movie script should have all the below qualifications 

except …  12  

a. Being able to clearly put ideas into words or symbols. 

b. Having a good command of language. 

c. Having a good decoding competence. 

d. Being easily understandable. 

13. Which one you should not do while writing the movie script:  (13,14,15,16) 

a. Make the intended knowledge as organized, explicit, portable, and easy to 

understand as possible 

b. Consider the values and the main goal of the organization in developing the 

movie script and illustrate the alignment of the intended message with them 

c. Use unrealistic characters and events wherever you see that you cannot 

transfer the message by use of the real ones. 

d. Create a conflict in the core story of the movie script 

14. Which pair are the two most important factors that affect the audiences’ 

interpretations? (19) 

a. The ending of the story and reality of characters and events. 

b. The way the story is told and the challenge or adversary of the story. 

c. Reality of characters and events and the challenge or adversary of the story. 

d. The ending of the story and the way the story is told. 

15. Which choice is incorrect while you are writing a movie script? (17,18,20,22) 

a.  Paint a picture of a challenge or an adversary that the hero needs to overcome 

by applying the intended knowledge. 

b. Avoid any ambiguity in the screenplay you write, and clearly demonstrate 

how the intended knowledge has been produced and to what it relates. 

c. The only information that is needed to be included in the screenplay is about 

how the intended knowledge (the message) affects or is affected by the 

competitive environment of the organization. 

d. Respect the privacy of all the sources you interviewed and do not provide any 

kind of their contact information in the script. 

16. Any knowledge may belong to one of these categories, except: (21) 

a. Declarative knowledge (know-what) 

b. Procedural knowledge (know-how) 
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c. Time-related knowledge (know-when) 

d. Orientation knowledge (know-when) 

17. While writing the movie script you should always consider…  2   

a. Absorptive capacity and the decoding competence of the intended recipients. 

b. Absorptive capacity and the encoding competence of the intended recipients. 

c. The senior manager’s opinion and the decoding competence of the intended 

recipients. 

d. The senior manager’s opinion and the encoding competence of the intended 

recipients. 

18. Which one is incorrect when you create the characters of the story?(24,25) 

a. At the beginning of the story you should assign a time to introduce the 

characters and their personalities to the audiences. 

b. You may exaggerate the positive characteristics of the hero to enhance her/his 

influence on the audiences. 

c. The hero should be the personification of the organization’s values and 

achieve an exceptional result by acting upon these values. 

d. Formulate the hero’s actions in a way that represents the path that the 

company takes its steps in that direction. 

19. How you can arrange some incentives in your story to motivate the recipient to utilize 

the knowledge? (26) 

a. By showing the benefits she/he may make from applying this knowledge. 

b. By showing how this new knowledge adds critical values for customers. 

c. By show the disadvantages of the old ways of doing thing without applying 

the new knowledge. 

d. All the above. 

20. For depicting the environment of the place which the story occurs in, as close as 

possible to the work environment of the audiences, you may search for similarities 

among all of the below choices except: (27) 

a. Their lifestyles. 

b. Their work values. 

c. Their problem-solving approaches. 

d. Their prior work experiences. 

21. Describe the environment of the story so that the audience can see images in her mind 

while reading the script. (28) 
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a. True b.   False 

 

22. A comprehensive research about the characters of the story may be done by observing 

the people who have common specifications with the character, searching through 

their experiences, or exploring and investigating their backgrounds. (29) 

a. True b.   False  

23. Which one is incorrect about a script? (30,31,32) 

a. Embed as much information as possible in a single scene. 

b. Try to keep the dialogues as short as possible. 

c. Some critical information needs to be pointed out repeatedly in different parts 

of the script. 

d. Never use lots of number in your scripts. 

24. Send the revised version of the script to all the sources you have interviewed, and 

while you are waiting for their responses read the scripts again and again to be able to 

find any possible remaining error. (33) 

a. True b. False 

 

E.2 Clarity and Understandability Test’s Results 

Table 6 - Clarity and understandability test's results 

Question 1 1 1 1 0 0 1 0 1 1 1 1 1 1 0 1 0 1

Question 2 1 1 1 1 1 1 0 1 1 1 1 1 1 1 0 1 1

Question 3 1 1 1 1 1 1 0 1 1 1 1 1 1 0 1 1 0

Question 4 1 1 1 1 1 1 1 1 1 1 1 1 1 1 0 0 1

Question 5 1 1 1 1 1 0 0 1 1 0 0 1 0 0 0 1 1

Question 6 1 1 1 1 1 0 0 1 1 1 1 1 1 1 0 1 0

Question 7 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 0 1

Question 8 1 1 1 1 0 0 1 1 1 0 0 0 0 0 0 1 1

Question 9 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 0 0

Question 10 1 1 1 1 1 1 0 1 1 1 1 1 0 1 0 1 0

Question 11 1 1 1 1 1 0 1 0 1 1 1 1 1 1 0 1 0

Question 12 1 1 1 1 1 1 0 1 1 1 1 1 1 0 1 1 1

Question 13 1 1 0 1 1 0 0 0 0 0 0 0 0 1 0 1 1

Question 14 1 1 1 1 1 1 0 1 1 1 1 1 1 1 0 1 1

Question 15 1 1 1 1 1 0 0 1 1 1 0 1 1 1 0 1 0

Question 16 1 1 1 1 1 1 0 1 1 1 1 1 1 0 1 1 1

Question 17 1 1 1 1 1 1 0 1 1 1 1 0 0 0 1 0 1

Question 18 1 1 1 0 0 1 0 1 0 0 0 0 1 1 0 0 1

Question 19 1 1 1 1 1 1 1 1 1 1 1 1 1 0 0 1 1

Question 20 1 1 1 1 1 0 0 1 1 1 1 1 1 1 0 1 0

Question 21 1 1 1 1 1 1 1 1 0 0 1 1 1 1 0 1 0

Question 22 1 1 1 0 0 1 0 1 1 1 0 1 0 1 1 0 0

Question 23 1 1 1 1 1 1 0 1 0 1 0 1 1 0 0 1 1

Question 24 1 1 0 1 0 0 0 0 1 0 0 0 0 1 0 1 1

Information and Communication Technology Management Engineering Natural Sciences
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E.3 Efficiency of the Script Written for the Case Test’s 

Questions 

E.3.1 Case 1 

Edwin is a 13 year old boy that has Autism syndrome. He has different problems, but his fear 

of dogs makes a lot of problems for him.  He cannot pass by a dog or be in the same room 

that a dog is. Depends on his mood he will show different kinds of responses when he sees a 

dog. Maybe he starts screaming or running or even hitting himself or the dog. 

Agneta is a 28 years old teacher that just graduated from school last year. She has a degree in 

Psychology and her study focus is on autism but she does not have much practical experience 

in this field. One day she takes Edwin and Amanda (another student) out to go to a library so 

they can choose and read some books. 

They took an underground train toward their destination. In one of the stops a man with his 

dog entered the wagon. Edwin stared at the dog he was so scared. Without turning his head, 

he starts talking with Agneta. 

   “I want to take off the train” 

Agneta 

   “Sit Edwin, there are only two or three stations left” 

Edwin while he was shaking his foot stressfully. 

   “I can’t stay” 

Then he stands up. 

Agneta holds his hand and tried to sit him down.  

He was so scared and started to make some strange noises.  

The train reached its next stop, he suddenly run out of the train. He did it so fast that it took 

few seconds for Agneta to realize what happened. She wanted to run after him but Amanda 

was sitting in the train. Train’s door closed and it left the station.  

 

Please answer the following questions. 

1. What should she have done to avoid facing this situation? 

a. Study more about children with autism syndrome 

b. Focus on Edwin individually and study his past records 

c. Ask his parents about his problems 

2. What could she do after learning about Edwin’s problem with dogs? 

a.  Avoid taking him out 
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b.  Avoid going out with busses and trains 

c.  Try to find a creative solutions to help Edwin overcome his fears 

d.  Do what she learned in her academic studies, and avoid doing anything out of its 

scope 

3. How Agneta could avoid such circumstance? (Only one answer is correct) 

a. By forcing Edwin, so he could not run out of the train. 

b. By listening to him and take of the train while they still could 

c. By learning more about him before the situation comes along  

d. Asks the dog owner to leave the train. 

 

E.3.2 Case 2 

Karl is a 12 years old boy who has autism syndrome. He has lots of problems like desires for 

eating a lot of food and fights with other children especially when he gets angry. 

Lilli is working with him as a teacher for several years, together with her assistant Emma.  

In the past years, they learned a lot of things about him, his personal interests, like things that 

make him happy or sad. 

For example they learned that going out with bus makes him really happy, almost more than 

anything else. 

They were discussing and thinking a lot about how they can make the best out of his desire to 

travel by bus. 

One day a new idea came across Emma’s mind. She looked at Lilli and said: 

   “How about rewarding him for good things he do?” 

Lilli 

   “What do you mean?” 

Emma 

   “I mean we can give him something like money or plastic coins for 

good things he is doing or for times that he has good behavior. Then we tell him he can spend 

it for doing things that he really like to do” 

Lilli 

   “I have to say, this is a good idea” 

Lilli and Emma talked with Karl about this. Although He doesn’t understand the concept of 

the money, he understands that he can gain something by trying to have good behavior.  
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For example when he felt uncomfortable in a situation, he gets so angry and starts hitting 

people. So every time he calms down he gets 10 coins and he can travel by bus for 30 coins.  

This method worked very well for him, and after a while the times that he had good behavior 

increased. He actually learned to behave better after a while in different situation.  

 

Please answer the following questions. 

4. How do you define Emma’s act? 

 a. Creativity 

 b. Insight 

 c. Hunch 

 d. Skill 

5. How do you think, Emma come up with this idea? 

a. Studying about children with autism syndrome 

b. Following the school’s instructions 

c. Consulting with Karl’s parents   

d. Focusing on Karl’s problems 

 

E.4 Efficiency of the Script Written for the Case Test’s 

Results 

 

Table 7 - Script's efficiency test results 
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