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Encouraging knowledge sharing in a web-

based platform 
 
A study concerning how to encourage engineers to share knowledge in a 

web-based platform for knowledge sharing and to use the platform as a 

tool for measuring the performance of work procedures 

Abstract 
A design department in the company Sandvik AB in Kista, Stockholm, has built a web-based platform 

for knowledge sharing that allows the employees to share knowledge, regardless of their role and 

position in the hierarchical structure of the organization. The web-based platform gathers 

disseminated information and provides a way of finding needed information in an easy way and thus 

enables increasing productivity and efficiency of the employees. 

The purpose of the research was to find out what the potential users find encouraging and 

motivating in order to use a web-based platform for knowledge sharing and a functionality for 

performance measurement. Compared to what technically is possible today, there is lack of 

transparency in the company. The knowledge that exists within the company is dispersed and 

difficult to access for the employees in the organization. By gathering the knowledge and information 

and enabling the employees to share knowledge, they could potentially increase their performance 

of work assignments. The problem that this report addresses is that currently there are not good 

enough ways of measuring and keeping track of the performance of work assignments or routines in 

some departments in the company. 

The qualitative method of semi-structured interviews has been used for gathering data in this 

research. The data have been analyzed with the method of content analysis. 

The result of the research is that there are several aspects that need to be considered when 

encouraging and motivating users to share knowledge in a web-based platform for knowledge 

sharing and to use it as a tool for performance measurement. The main aspects identified in this 

research are corporate culture, choice of performance measures, managers’ responsibility, visibility 

and usage of the performance data and availability of the web-based platform. These aspects 

concern the attitude of the company and how to encourage and motivate the users to want to use 

the web-based platform. 

 

Key words: user-generated content, knowledge sharing, performance measurement, information 

technology system, IT-system, ICT, motivation 

 



 
 

Uppmuntrande av kunskapsdelning i en 

webbaserad plattform 
 
En studie om hur ingenjörer kan uppmuntras att dela kunskap i en 

webbaserad plattform för kunskapsdelning och använda plattformen som 

ett verktyg för att mäta arbetsprestation 

Sammanfattning 
En designavdelning i företaget Sandvik AB i Kista, Stockholm, har utvecklat en webbaserad plattform 

för kunskapsdelning som möjliggör för de anställda att dela kunskap oberoende av deras roller och 

positioner i den hierarkiska organisationsstrukturen. Den webbaserade plattformen samlar utspridd 

information och skapar ett sätt att hitta behövd information på ett enkelt sätt, och därmed kan öka 

de anställdas produktivitet och effektivitet. 

Syftet med studien var att undersöka vad potentiella användare uppfattar som uppmuntrande och 

motiverande för att använda en webbaserad plattform för kunskapsdelning och en funktionalitet för 

prestationsmätning. Jämfört med vad som är tekniskt möjligt idag så finns det brist på transparens i 

företaget. Kunskapen i företaget är utspridd och svår att komma åt för de anställda. Genom att samla 

kunskap och information och möjliggöra för de anställda att dela kunskap, kan de potentiellt öka sin 

arbetsprestation. Problemet som behandlas i rapporten är att det just nu inte finns något bra sätt att 

mäta och bevaka arbetsprestation i några avdelningar i företaget. 

Den kvalitativa metoden för semi-strukturerade intervjuer har använts för insamling av data i den här 

undersökningen. Datan har analyserats med metoden innehållsanalys.  

Resultatet av undersökningen visar att det finns många aspekter att ta hänsyn till när användare ska 

uppmuntras och motiveras till att dela kunskap i en webbaserad plattform för kunskapsdelning och 

använda den som ett verktyg för prestationsmätning. Huvudaspekterna som identifierades är 

företagskultur, val av prestationsvariabler, chefernas ansvar, synligheten och användandet av 

prestationsdata och den webbaserade plattformens tillgänglighet. Dessa aspekter berör företagets 

attityd och hur användare ska uppmuntras och motiveras så att de vill använda en webbaserad 

plattform. 

 

Nyckelord: användargenererat innehåll, kunskapsdelning, prestationsmätning, 

informationtekniksystem, IT-system, ICT, motivation 
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1. Preamble 
“This initial chapter gives an insight to the subject treated in this report through an introduction and 

background which lead to a purpose and a main research question which has related sub questions. 

Scope and limitations are mentioned and motivated, as well as the relevance and target audience of 

the work.” 

1.1 Introduction 
As technology has developed over the last decades the ability to create, share and access 

information has increased. The current era is often referred to as the knowledge and information 

era, but technology may have evolved faster than our ability to cope with all this information, 

creating the issue of information overload and filter failure (Weinberger, 2011). Large companies 

often tend to have several manuals, quick reference guides, tables etcetera which employees 

frequently need to use. This information is often not so easy to find, and in addition to that the 

employees cannot be sure that the information is correct or up-to-date. Some work assignments may 

not even be documented at all (Keijser, 2012). 

For solving this problem of information overload, filter failure, in relation to relevant information, 

and knowledge transfer a design department (department A) in the company Sandvik AB (Sandvik) in 

Kista, Stockholm, initiated the ‘Knowledge and information management’ project as an attempt to 

deal with the problem within the organization. The approach was to build a web-based platform for 

knowledge sharing (web-based platform) that allows employees to share knowledge, regardless of 

their role and position in the hierarchical structure of the organization. The web-based platform 

gathers disseminated information, hopefully reducing time and energy spent on information search 

procedures and provide a way of finding needed information in an easy way which hopefully would 

decrease work disruptions and loss of valuable time for work assignments and thus enable increasing 

productivity and efficiency of the employees. 

1.2 Background 
The web-based platform is built on the open source blog tool Wordpress, which in turn relies on the 

programming language PHP and the open source database MySQL. Wordpress is a powerful tool for 

creating web-based platforms, which is the reason why Wordpress was chosen for the project. The 

project is in the development and implementation phase which means, among other things, that 

functionalities for organizing information in processes and projects are being added. The main type 

of information in the web-based platform is information about work instructions and assignments. 

The idea is that the users together will create the content in the web-based platform and decide 

what kind of information should be included. Since the content within this web-based platform is 

user-generated the value of the web-based platform will be dependent on the users’ involvement. 

The development of the web-based platform, which started in 2011, has been continued during this 

work period. The author of this report has participated in the development by implementing 

functionalities for organizing information and content in the web-based platform in processes and 

projects. For further information see Appendix E – Programming part of the project. 
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1.3 Problem 
Compared to what technically is possible today, there is lack of transparency in the company and it is 

obscuring the workflows. The knowledge that exists within the company is dispersed and difficult to 

access for all in the organization, especially in some departments. By gathering the company’s 

knowledge and information and enabling the employees to share knowledge with each other, the 

employees could improve their performance of work assignments. The performance in this report is 

that of performing work assignments or routines. Performance measurement in this case means 

measuring performance when using the web-based platform as an aid for knowledge sharing that 

potentially could improve the performance of work assignments as well as a tool for measuring the 

performance. 

The problem that this project addresses is that currently there are not good enough ways of 

measuring and keeping track of the performance of work assignments or routines in some 

departments in the company. 

1.4 Purpose 
The purpose of the work is to find out what the potential users find encouraging and motivating in 

order to use a web-based platform for knowledge sharing as an aid to potentially improve their 

performance of work assignments and to use a functionality for performance measurement of work 

assignments in the web-based platform. The focus is on the web-based platform which is being 

developed at the company in order to support the organization’s changes to a more transparent 

organization. 

1.5 Goal and contribution 
The goal of the work is to suggest some aspects that need to be considered in order to encourage 

and motivate users to share knowledge and measure performance in a web-based platform. 

The expectation is that the report will provide better understanding of the users’ perspective when 

using the web-based platform. 

1.6 Research questions 
The main question is "What aspects are of importance in order to encourage and motivate users to 

share knowledge in a web-based platform for knowledge sharing and to use the web-based platform 

as a tool for measuring performance of work assignments?" 

Sub questions are: 

- What should be measured in a web-based platform for knowledge sharing? 

- How does collaboration of performance data influence how encouraging it is for the users to 

use the web-based platform for knowledge sharing and the functionality of performance 

measurement? 

- What do the users want from the web-based platform for knowledge sharing and the 

functionality of performance measurement in order to feel encouraged to use it? 
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1.7 Scope and limitations 
The setting is Sandvik which has advanced products and world-leading positions in selected areas 

within the engineering industry. The focus is therefore on high skill interaction workers such as 

engineers. The research is limited to the potential users that are the engineers at two departments in 

Kista. Although the aim of the web-based platform is to be used within the whole company, the 

research does not take that into account. The web-based platform will serve many purposes but the 

focus in the project is on the feature of knowledge sharing and a potential functionality of 

performance measurement in the web-based platform. 

1.8 Relevance and target audience 
The work is of interest for companies that would like to manage the amount of information and 

knowledge they have. The suggestion of aspects on how to encourage and motivate users to share 

knowledge in a web-based platform for knowledge sharing and to use a functionality of performance 

measurement can provide some insights on how participation in and the usage of a functionality of 

performance measurement can be encouraged in an information technology system (IT-system). 

The report is adapted to a target audience, readers, who have some basic technical knowledge and 

who are interested in media technology and information technology. The audience should also be 

aware of the fact that this subject area is under continuous development which entails changes. 

The project’s theoretical relevance lies in that the result can be the basis to development of 

theoretical knowledge and understanding about what aspects and presumptions that need to be 

considered in order to encourage and motivate users to use a web-based platform for knowledge 

sharing and to use a functionality of performance measurement in it. 

1.9 Disposition 
The report begins with an introduction and a background to the subject area. That includes the 

problem, purpose, goal, research questions, limitations and relevance of the study. Thereafter a 

theory analysis of relevant theory for the subject area is presented. A method chapter follows. It 

contains descriptions of the methods that have been used in the research. The next chapter is result, 

with an analysis of the gathered data, followed by discussion and conclusion. Also suggestions for 

future research are presented. References and appendices come last (see Figure 1). 

 
Figure 1: Illustration of the disposition of the report 
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2. Theory 
“This chapter contains a review of the literature that has been read and found relevant. Different 

theories and terms within the subject area are presented.” 

2.1 User involvement in content creation 
The terms user involvement and user participation have been used to mean the same thing in the 

literature about information technology systems. However, Barki and Hartwick (1994) argued that 

the two concepts are different, and thus need to be defined separately. User involvement can be 

defined as a psychological stage of an individual (the personal relevance of a system to the user). One 

example is the individual’s attitude toward the development process and its product. The product is 

the IT-system itself. User participation, on the other hand, can be defined as the observable behavior 

of users in the IT-system development and implementation, for example the set of operations and 

activities performed by users during the IT-system development process (Barki and Hartwick, 1994). 

2.1.1 User-generated content 

The technological progress over the past years has enabled the general public to access new ways of 

interaction and communication via the internet’s new intelligent web services and fast broadband 

connections. User‐generated content (UGC) is one of the features of this participative web (Wunsch-

Vincent and Vickery, 2007). 

There are many different ways of interpreting the notion UGC. UGC refers to different kinds of media 

content created and published by amateurs (Clever et al., 2012). 

The Organization for Economic Co-operation and Development (OECD) defines UGC with the 

following requirements: 1) a content which is made publicly available through internet, 2) boasting a 

certain level of creativity which is maybe the most important point, and 3) contents created outside 

of professional practices (Wunsch-Vincent and Vickery, 2007). The third criteria does not work with 

this research approach as the content in the category of user-generated content can be created 

within professional practices. 

Most UGC content outputs are created without expectation of any kind of profit. People usually look 

for three main returns: to connect with people, a form of self-expression as well as to receive 

recognition or prestige for their work (Benkler, 2006). UGC is mass media orientated, but the size of 

the mass can differ. User-generated content is produced for an uncertain number of recipients. That 

does not mean that all self-generated contributions reach a mass audience. The major part of the 

user-generated content on the internet has just a few recipients. 

UGC exists in a large variety of forms, photographs, videos, podcasts, articles and blogs, allowing 

users to express their creativity and register their comments. This has resulted in users gaining 

unprecedented power to initiate and influence change on various social, cultural, political and 

economic issues in the non-virtual world. This power appears to emanate from a ground in popular 

culture rooted in the western democratic value of free speech, together with the decline of trust in 

traditional organizations and institutions (George and Scerri, 2007). 
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2.1.2 Knowledge sharing 

Management of the knowledge within an organization can mean the difference between success and 

failure in a competitive environment. This encourages organizations to look for better ways to 

manage knowledge through knowledge processes (Ray et al., 2000). Knowledge sharing is a part of 

this. Knowledge sharing is a rather complex activity which requires that several circumstances are 

considered or fulfilled in order to create a context that allows and enables it. 

It is easy to mix knowledge with the notions of data and information. Therefore, a short briefing of 

what the different notions imply in the sense of this report is gone through. Data are objective facts, 

often structured, and in the shape of number. Information has a sender and a recipient, and 

information can be seen as a message. Data can be translated into information by analysis or 

explanation. Knowledge emerges from the processing of the perceived information and 

contextualization of a person, her beliefs and experience (Greiner, Böhmann and Krcmar, 2007). 

In order to manage or share knowledge one needs to create a shared context. Shared context means 

a shared understanding and common ground of an organization’s external and internal worlds and 

how these worlds are connected. Shared context is dynamic and knowledge as a flow implies that 

any shared understanding is likely to change over time. When a group of people does not have a 

shared context the individual’s different perspectives are most likely to collide. Knowledge is about 

imbuing data and information with decision and action relevant meaning. Knowledge is inseparable 

from thinking and acting, and knowledge generation and use at the level of individuals and groups is 

a never ending work (Fahey and Prusak, 1998). 

There is explicit knowledge and tacit knowledge, and variations of them. Explicit knowledge is the 

type of knowledge that is formalized and codified, and is sometimes referred to as know-what. Since 

this type of knowledge is formulated in words and symbols it is relatively easy to understand and 

transmit. Explicit knowledge is objective (Rangadari, 2009). It is therefore relatively easy to identify, 

store and retrieve. This type of knowledge is most easily handled in a system which is very effective 

in facilitating the storage, retrieval and modification of documents and texts. The challenge with 

explicit knowledge is to ensure that people have access to what they need, that important 

knowledge is stored and that the knowledge is reviewed, updated, or discarded. Explicit knowledge 

can be found in databases, memos, notes, documents. Another name for explicit knowledge is 

expressed knowledge. 

Tacit knowledge was originally defined by Polanyi in 1966. It is sometimes referred to as know-how 

and it refers to intuitive, difficult to define knowledge that is based on experience. Because of this, 

tacit knowledge is often context dependent and personal, subjective in nature. It is complicated to 

communicate and deeply rooted in action, commitment and involvement (Pedersen, Petersen and 

Sharma, 2003; Rangadari, 2009). A system for handling this type of knowledge has a difficult time 

since it relies on codification. Tacit knowledge is found in the minds of people and includes cultural 

beliefs, values, attitudes, mental models as well as skills, capabilities and expertise (Pedersen, 

Petersen and Sharma, 2003). 

Knowledge management is one of the keys enabling technologies of distributed engineering 

enterprises. The nature of engineering product development within modern organizations has 

altered dramatically over the past decades as products have become more complex. Integrated 
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product team members are not only multifunctional, but likely to work for different companies, have 

different nationalities and stem from different places of a company or even to be scattered across 

the globe. The main organizational approach to improve sharing of knowledge in design teams over a 

number of years has been concurrent engineering (McMahon, Lowe and Culley, 2004). 

Knowledge sharing is essential in order to manage knowledge in an organization. Without available 

knowledge there is nothing to manage. The interesting knowledge for an organization, in order to be 

competitive, is the knowledge which the employees possess. Therefore it is useful to enable 

information and knowledge sharing within an organization. That can be done through an IT-system 

such as the web-based platform referred to in this report. 

The attitude and willingness of individuals to share knowledge is recognized as a capability crucial to 

knowledge management and organizational learning. The level of sharing within an organization 

impacts the efficiency with which it can create, transmit, store and share knowledge assets. There 

can be barriers in an organization for knowledge sharing. They are related to the use of systems, 

organizational interest in knowledge sharing, relationships between people and how information and 

knowledge are treated as assets (Hall, 2002). 

Benefits of knowledge sharing are, among other things, that it helps to organize thoughts, create 

externalization of ideas and shared meanings among employees in an organization. It can relieve 

limited working memory and facilitate information processing and communication. Knowledge 

sharing can lead to enjoyable collaboration and make employees engage in the work. It enhances 

accessibility of ideas and building on earlier ideas (Pfister and Eppler, 2012). 

2.2 Performance measurement 
A business that is growing needs to be managed to ensure the success of new investment decisions 

and plans of expanding. Putting a performance measurement system in place can be an important 

way of keeping track of the progress of the business. It gives information about what is happening 

and it also provides the starting point for a system of target-setting that will help implement 

strategies for growth (Info Entrepreneurs, 2009). 

Performance measurement is a notion which can be interpreted in many ways. The notion has 

various meanings for different people. Performance measurement is the process of collecting, 

analyzing or reporting information regarding the performance of an individual, group, organization, 

system or component. It can involve studying processes, strategies within organizations or studying 

engineering processes, parameters or phenomena, to see whether outputs are in line with what was 

intended or should have been achieved (Wikipedia, 2013a). It is a tool that managers use in order to 

reach predefined goals derived from the company’s strategic objectives and to control the outcomes 

of their organizations (Lohman, Fortuin and Wouters, 2004). 

Measuring performance can help an organization to understand how it is accomplishing its goals as 

mentioned before. It allows for an analysis of where and what changes need to be made in order to 

improve performance and quality. Performance measurement estimates the parameters under 

which programs, investments and acquisitions reach the targeted results. It is the collection of data 

that evaluates whether the correct processes are performed and desired results are achieved. 
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Performance measurement is a forward-looking and continuous process (U.S. Department of Health 

and Human Services, Health Resources and Services Administration, 2011). 

The performance that is considered in this report is that of performing work assignments or routines 

which are engineering processes since it is an engineering company, and how the employees’ 

knowledge sharing (knowledge transfer) through the web-based platform can influence the 

performance. 

2.2.1 Performance measures 

Performance can be difficult to define. It depends on different aspects such as what kind of 

performance it is, within what area etcetera. Performance, and especially job performance, has been 

defined by Deadrick and Gardner (2008), as the achieved work outcomes for each work function 

during a specified period of time. 

Another definition, proposed by Neely, Gregory and Platts in 1995, looks upon performance as the 

efficiency and effectiveness of actions within a business context. Effectiveness is compliance with 

customer requirements and efficiency is how the organization’s resources are used to achieve 

customers’ satisfaction levels. It can be difficult to measure such performance, for example in 

complex organizations such as the construction industry, because work outcomes are a result of 

multiple interdependent work processes (Cheng and Li, 2006). 

There are different types of performance, task performance, contextual performance and adaptive 

performance, according to Li and Lu (2009). In this report, it is useful to mention the different types, 

but the main focus is the task performance or performance of work assignments. Li and Lu (2009) 

define task performance as outputs made by employees through making contribution to the 

organization with technical core, according to the task or duty regulated in the work specifications. 

Contextual performance is defined as behavior and process of employees making contribution to the 

organization by giving support to the social, organizational and psychological context of the work. 

The third type of performance, adaptive performance, is defined as the ability of an employee to 

alter itself or its responses to the changed circumstances or environment. 

It is important to use the right performance measures (PMs). Organizations need to select the PMs 

that are really key for their business performance (van Til, 2010). PMs represent a set of measures 

focusing on certain organizational performances (Shen, 2013). A PM can be said to be a metric to 

quantify the efficiency and effectiveness of operations. 

It is not easy to choose what to actually measure. Lohman, Fortuin and Wouters (2004) suggest that 

the process of finding and choosing measures should be iterative so that the measures are developed 

and adjusted in relation to information. During the work, more information comes up about strategy, 

customers, and processes etcetera. PMs should be updated every once in a while. 

PMs can be almost anything. They can be structural, they can concern processes, outcome or be 

balancing measures (U.S. Department of Health and Human Services, Health Resources and Services 

Administration, 2011). 

In relation to job performance and performance of work assignments some examples of PMs are 

quality of performance, quantity of performance and overall job performance. In relation to task 
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performance measures, such as task responsibility, task skills, task knowledge can be suitable 

measures. For contextual performance, variables as coordinating with colleagues, obeying rules, 

extra-effort, self-discipline could be useful. Variables for measuring adaptive performance could be 

handling emergency or crisis situations, handling work stress, solving problems creatively, dealing 

with uncertain and unpredictable work situations, learning work tasks, technologies and procedures, 

demonstrating interpersonal adaptability, demonstrating cultural adaptability, demonstrating 

physically oriented adaptability (Li and Lu, 2009). 

According to Wang, Vogel and Ran (2011) measures should be understood, accepted and used by the 

employees and their managers in order to make performance measurement effective, especially in 

workplace learning. A performance measurement system (PMS) needs a close cooperation among 

managers and employees at different hierarchical levels in an organization. 

The purpose of performance measurement is to drive future improvements in performance of the 

business. The PMs can be used to see potential problems or opportunities. The measures can also be 

used for setting targets for departments and employees throughout the business that will deliver the 

strategic goals (Info Entrepreneurs, 2009). 

2.2.2 Performance measurement in the departments today 

Several tools are used for performance measurement in the two departments in this study today. 

From the perspective of a designer, or a potential user of the web-based platform being developed, it 

is difficult to know how the performance measurement is done and what data and results it 

generates. The designers/users at the lowest level in the organizational structure cannot see the 

performance of the company or the department. It is mainly the managers who keep track of the 

performance and the work assignments but they have not any assigned tool for that. All departments 

do it their own way. Also, departments abroad working with the same type of work assignments do 

the tracking in their own way. 

The manager at the department A keeps track of work assignments and performance together with 

the other employees in the department by entering data about work assignments in an excel-sheet. 

The excel-sheet is shared with all the employees in the department through the local network, and 

the employees enter data about time spent on each work assignment. Queue time is also entered 

sometimes, especially when the work queue is long. The employees also need to register the time 

when they receive a task, when they start the actual task and when they finish it, in another system, 

Group Supply System (GSS), in which they receive the work assignments in the first place. 

In order to get more information about how performance is measured in the company, another 

department was briefly looked at. In that design department at Sandvik (department B), the 

employees enter time in two different systems, GSS and Cention. Where the time is entered depends 

on where the assignment is received. 

GSS is a large-scale computer/mainframe system to which one links up to. It is a joint planning 

system for the entire company, it is the same independent of where in the world you are. Orders and 

quotations are put in the system and the concerned design department sees it. When the work is 

done, it is reported as completed in the system. After that, the design drawing appears for the 

production unit. 
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A manager would like a more modern user interface for the GSS, instead of the DOS based system it 

is today. It would be good if the errands could contain descriptions about the work assignment. Now 

it only shows a product code, and to get to know what the task is about one needs to search in other 

systems. 

Cention is a purchased program for handling common emails that concern the work assignments. 

The advantage with the program is that work assignments are sent to a whole group, for example a 

design department. The emails are not really sent, rather moved between groups. One email can 

only be opened by one designer at a time. By that no one will work on the same task. Email 

addresses are connected to it and it is possible to use the program as an email program. Errands and 

work assignments can be kept together and one can follow where in the workflow it is for the 

moment. No tasks will be forgotten. But the user interface is messy and has a style from the 1990’s. 

Cention is an errand handling system. 

In the department B they have a system for sharing of smart solutions of design problems, called 

Cesam. It is a database in which the employees can enter design drawings in order to create a 

knowledge base for designs of tricky design problems. As no one really knows how to decide if a 

design solution is smart and useful enough to be saved in the database, everyone enters almost 

everything in the database and it creates redundancy. Each week, the manager compiles a list of the 

work assignments that need to be done and assigns a designer to each task. This document is then 

shared with all the employees. This is the track-keeping which the whole department knows about. 

The manager keeps track of the employees and the department’s performance in his head. He has 

not a tool or document for it, and does not report the information anywhere. The manager can do 

this because he knows when the employees start and finish a work assignment, since they need to 

come to him in order to get a new one. He also roughly estimates how much time should be spent on 

each assignment and that is written down in the first document, the list of work assignments. 

Department B has a sister department in France (department C). They do the same type of work 

assignments, but keep track of times by having a system with a stopwatch which all the 

employees/designers use. A designer starts the stopwatch when he or she begins a new assignment, 

and stops it when the assignment is finished. They pause the timekeeping when they go out for 

lunch. This makes it possible for the department to have a good overview of time spent on work 

assignments. The system is based on a Lotus database. Lotus (IBM Notes) is a software application 

developed by IBM. The software connects components such as email, calendaring and scheduling, 

address book, database, web server and programming. At its most basic level, Lotus is a database 

system (Robichaux, 2013). See the systems mentioned in this section in Figure 2. 
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Figure 2: Illustration of some systems that are used in the departments mentioned in this study 

Time is most likely the easiest variable to measure, and also the most important, but that variable 

alone cannot show the performance of the departments. The department in France has a better way 

to measure times spent on work assignments, while the department in Kista has more satisfied 

customers. Several variables should be measured and combined in order to get an adequate picture 

of the performance in a department. 

2.3 IT-systems for knowledge sharing and performance measurement 
IT-systems play an important role in breaking down infrastructure boundaries that exist between 

individuals in an organization and therefore hinder interaction between them. IT-systems can 

support communication, collaboration and the search for knowledge and enable collaborative 

learning (Ngoc, 2010). It enables groups to use all of their members’ expertise when solving a 

problem (Pfister and Eppler, 2012). The barriers do not necessarily need to be only infrastructural. 

They can also be, and often are, hierarchical and organizational structures (Beardsley, Johnson and 

Manyika, 2006). But an IT-system cannot solve all the problems related to knowledge sharing and 

knowledge management. An IT-system may also distract employees from the assignments that they 

should focus on. An IT-system has the potential of influencing information overload in both positive 

and negative ways (Pfister and Eppler, 2012). 

Spreadsheet files and electronic forms allow managers the option of storing these performance 

reviews. IT-systems are also used to store best practices and procurement information as well as for 

orientation and training with the help of audio and video. But as mentioned before, there are several 

unused potentials with IT-systems for organizations. One potential is the ability to help management 

and team members to obtain a clearer picture of what is going on within teams, groups, departments 
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or entire organizations. IT-systems can enhance group collaboration, focus efforts on critical issues 

and manage change. It can be used to add meaning and purpose to the lives of people and make it 

easier to make decisions and correct performance. The greatest potential influence of IT-systems as a 

tool, when used in a correct way, is to improve the performance and decision-making capabilities of 

groups and organizations (Denton, 2006). 

IT-systems are commonly used in organizations. They are used for various activities such as posting 

employee handbooks, manuals, newsletters, text files and communication (Denton, 2006). There are 

some other areas of usage, for example as performance review systems. 

Web technology can be highly interactive where questions concerning the purpose or direction of 

the group can be composed, scaled and posted so members can answer multiple-choice options. This 

anonymous numerical data can then be analyzed, calculated and displayed as a means of providing 

feedback on current critical issues. Web technology together with software for data visualization 

have the capability to graph the data into graphic displays. It is a technology that makes it easy for 

the team or management to address and display important issues about the purpose as a group. 

Data can then be quickly and automatically analyzed showing numerical and graphical information 

about where an organization is headed (Denton, 2006). 

Groups often do not act in a coordinated way because they are not able to see where they are at in 

terms of performance. They often do not act as a team because their daily efforts, thinking, attitudes 

and capabilities are not visible or are at odds with each other. There is a need for real-time feedback 

and an IT-system based on web technologies is the tool suitable for enabling this. To monitor 

continuously these interrelated changes can give an organization a true sense of what it is about, 

where it is headed, and how it is doing. What is needed, according to Denton (2006), is not an IT-

system that enables sharing of data but rather technology that helps make sense out of the endless 

data that pile higher and higher. What is needed, in most cases, is an IT-system that helps 

organizations make the right choices and behave in ways that are consistent with the purpose and 

objective of the organization (Denton, 2006). 

2.4 Motivation 
Motivation is an inner drive to behave or act in a certain manner (Psychology Today, 2013). These 

inner conditions such as wishes, desires, goals, activate a person to move in a particular direction in 

behavior. In short, motivation can be defined as the purpose for, or psychological cause of, an action. 

Therefore, it is also the result of the interaction of individuals and the situation. Stott and Walker in 

1995 argued that motivation explains why people do something and why people behave. It is the 

origin to drive continuous effort (Hendriks, 1999). 

2.4.1 Theories about motivation 

Motivation as a notion is difficult to explain and define. It has been done in different ways depending 

on which theories and models are followed. Motivation as a phenomena or entity is very complex. 

That does not make one single general definition of the concept probable. It is also dependent on the 

context and not only on individual-bound factors (Schröder and Zimmermann, 2007). Therefore, 

since motivation cannot be covered by one theory, researchers try to get deeper knowledge about 

specific areas of the subject (Bjerner and Andersson, 2006). There are several theories attempting to 

explain how motivation works. The researches have focused on different aspects of it and have 



2. Theory 

 

 

12 

approached the subject from different angles, such as employee motivation, work motivation, 

motivation and information technology. 

Since this work is about employees’ motivation to participate in a web-based platform for knowledge 

sharing, and to measure and book-keep their performance of work assignments in the web-based 

platform, the theories brought up here will mainly concern work and motivation of employees. The 

theories are chosen based on if they are commonly used for explaining work motivation and 

employee motivation. The chosen theories are Maslow’s hierarchy of needs, a little discussion about 

intrinsic and extrinsic motivations, Herzberg’s two-factor theory, McClelland’s achievement 

motivation theory and expectancy theory. 

Needs 

People have needs that they want to get satisfied. The needs are divided into two categories, primary 

needs and secondary needs. Primary needs are needs that deal with the physical aspects of behavior 

and are considered unlearned. These are biological needs, relatively stable and their influence on 

behavior is usually obvious and quite simple to recognize (CliffNotes.com, 2013). Secondary needs, 

on the other hand, are psychological. They are learned through experience. Such needs differ 

between cultures and individuals, and they are internal states, for example desire for power, 

achievement, and love. These needs are exposed in many ways which make them more difficult to 

identify and interpret. 

Maslow’s hierarchy of needs 

Abraham Maslow developed a theory and a model for human motivation based on human needs in 

the 1940s and 1950s in the USA. He defined need as a physiological or psychological deficiency that a 

person feels the compulsion to satisfy (CliffNotes.com, 2013). He proposed the theory in 1943 and it 

was called Maslow’s hierarchy of needs (Management Study Guide, 2013a). Maslow divided the 

human needs into five different classes, physiological or basic needs, safety needs, love needs or 

belongingness, esteem needs and self-actualization (see Figure 3). Examples of physiological (basic) 

needs are air, food, drink, shelter, warmth, sex, sleep etcetera. Examples of safety needs are secure 

environment, safety from physical danger, and protection from elements, security, order, law, limits, 

and stability etcetera. Examples of love needs or belongingness are affection, affiliation and 

acceptance, work group, family, affection, relationships etcetera. Esteem needs are for example 

approval and recognition, self-respect, self-esteem, achievement, mastery, independence, status, 

dominance, prestige, managerial responsibility etcetera. Self-actualization is for example that one 

reaches one’s full potential (Hendriks, 1999; Businessballs.com, 2013a; Management Study Guide, 

2013a), realizing personal potential, self-fulfillment, seeking personal growth and peak experiences. 

This hierarchical order is rather strict because only when the lower needs in the hierarchy are 

fulfilled, the higher needs can be met, and according to Maslow, only an unsatisfied need can 

influence behavior, a satisfied need is not a motivator (CliffsNotes.com, 2013; Management Study 

Guide, 2013a). 
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Figure 3: Illustration of Maslow’s Hierarchy of Needs 

The theory has been criticized because it assumes a strict hierarchical order of the needs and 

because it does not address the question of how behavior is affected within the hierarchy. 

Extrinsic and intrinsic motivations 

Motivation is extrinsic when a person is engaged in a task for instrumental reasons, for a reward, to 

avoid a punishment, to increase self-worth, or to reach a meaningful goal (Galia, 2007). It could be 

for example rewards, compensation, remuneration schemes, career systems, public and peer 

recognition or promotion (Lee and Ahn, 2007; Galia 2007). But it could also be something one does in 

order to avoid a negative consequence. 

Motivation is intrinsic when a person is engaged in a task purely for its own sake because it is 

interesting and enjoyable (Galia, 2007). Examples of intrinsic motivations could be search for 

enjoyment, interests, satisfaction, self-expression in the work itself (Lee and Ahn, 2007). 

Herzberg’s two-factor theory 

Frederick Herzberg offered another framework for understanding the motivational implications of 

work environments. Herzberg identified, in his two-factor theory, two sets of factors that impact 

motivation in the workplace, hygiene factors and satisfiers or motivators. Hygiene factors or 

maintenance factors are for example salary, job security, working conditions and technical quality of 

supervision (Hendriks, 1999; Gu and Gu, 2010; Management Study Guide, 2013b). These factors do 

not motivate employees, but they can cause dissatisfaction if they are missing. Factors in this class 

only contribute to motivation in an indirect, primarily negative way. They do not motivate behavior 

when they are present, but they will lead to dissatisfaction and, therefore, to a decreased motivation 

when absent (Hendriks, 1999; Gu and Gu, 2010; Management Study Guide, 2013b). Adding music to 

the office place or implementing a non-smoking policy can make people less dissatisfied. Satisfiers or 

motivators are for example responsibility, achievement, growth opportunities and feelings of 

recognition. These factors are the key to work satisfaction and motivation (CliffsNotes, 2013; 

Management Study Guide, 2013b). 
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McClelland’s achievement motivation theory 

David Clarence McClelland was interested in workplace motivational thinking and he developed an 

achievement-based motivational theory and model (Businessballs.com, 2013b). The theory is a three-

factor-theory of needs closely related to the theory of Frederick Herzberg (Management Study Guide, 

2013c). McClelland's acquired needs theory recognizes that everyone prioritizes needs differently. He 

also believed that individuals are not born with these needs, but that they are actually learned 

through life experiences (CliffNotes.com, 2013; Management Study Guide, 2013c). 

Three types of motivational needs are included in McClelland’s theory, such as achievement 

motivation, authority or power motivation and affiliation motivation (Businessballs.com, 2013b; 

Management Study Guide, 2013c). The theory excludes economic, physiological and safety needs 

and relationship and growth needs. McClelland proposed that people are influenced by a need for 

achievement, power or affiliation and that the strength of that particular need will vary according to 

the situation (Gu and Gu, 2010; Management Study Guide, 2013c). Need for achievement means the 

drive to excel. Need for power is the desire to cause others to behave in a way that they would not 

have behaved otherwise. Need for affiliation is the desire for friendly, close interpersonal 

relationships and conflict avoidance (CliffsNotes, 2013). 

High need to achieve does not necessarily lead to being a good manager, especially in large 

organizations. People with high achievement needs are usually interested in how well they do 

personally and not in influencing others to do well. On the other hand, the best managers are high in 

their needs for power and low in their needs for affiliation (CliffsNotes, 2013; Management Study 

Guide, 2013c). 

Expectancy theory 

Victor Vroom proposed an expectancy theory in 1964. The theory focuses on outcomes, and not on 

needs like Maslow’s and Herzberg’s theories do. Vroom stated in the theory that the intensity of a 

tendency to perform in a particular manner is dependent on the intensity of an expectation that the 

performance will be followed by a definite outcome and on the appeal of the outcome to the 

individual (Management Study Guide, 2013d). 

The expectancy theory states that the motivation of employees is an outcome of how much an 

individual wants a reward (valence), the assessment that the effort will lead to expected 

performance (expectancy) and the belief that the performance will lead to reward (instrumentality). 

Valence is the significance associated by an individual about the expected outcome. It is an expected 

and not the actual satisfaction that an employee expects to get after achieving the goals. Expectancy 

is the faith that better efforts will result in better performance. Expectancy is influenced by factors 

such as possession of appropriate skills for performing the work, availability of right resources, 

availability of crucial information and getting the required support for completing the work. 

Instrumentality is the faith that if one performs well, then a valid outcome will be there 

(Management Study Guide, 2013d). 

2.4.2 Cultural aspects on motivation 

There are many cultural differences in relation to motivation and organization. According to Hofstede 

in 1980, there are national characteristics that influence the way work is performed and how people 

are motivated. One of the things that he brought up was that Maslow’s hierarchy of needs looks 
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different in Sweden than in other countries. In the model about cultural dimensions, Hofstede 

described five differences in the perspectives of values between different cultures. The differences 

are balance in power, individualism versus collectivism, masculine versus feminine, avoidance of 

insecurity and long-term versus short-term orientation. A comparison of Sweden and the USA in 

relation to Hofstede’s cultural dimensions shows that Sweden is more feminine than masculine and 

has a more collective than individual perspective. The USA are, on the other hand, more masculine 

and have an individual perspective. With this comparison as a base one can see that Sweden, since it 

is feminine, value team and group work and social needs higher than the USA. But the need for 

success and result orientation is higher in the USA (Schröder and Zimmermann, 2007; Hofstede, 

2013a; Hofstede, 2013b). 

A study done by Kurman in 2001 showed that people from a culture with small power distances set 

higher goals and perform better than people from cultures with larger power distances. One could 

also see that people from collective cultures generally show less need for self-actualization, which 

can be explained by the structure of the society. It is restrictive rather than that the individuals lack 

need for self-actualization. It is important to keep in mind that in organizations with employees from 

all over the world, with different nationalities, may be motivated by different motivators or at least 

by different quantities of the same motivators (Oye, Zazleena and Noorminshah, 2011). 

2.4.3 Motivation and ICT 

Much research has been done in the area of motivation, information and communication technology 

(ICT), both concerning participation in web-based platforms and communities, also in participation in 

knowledge sharing. In recent years research is also done in relation to large organizations. 

In a study about which factors affect the motivation of workers to share their knowledge and how 

ICT relates to these factors, Hendriks (1999) concluded that the key to success in knowledge sharing 

is that the personal ambition of an employee should match the group or organizational ambition. He 

said that ICT can be an important tool for enabling and motivating employees inside an organization 

to share knowledge, but it is certainly not the only or most prominent way. Personal preference of 

the workers and a corporate culture that allows and enables knowledge sharing need to be 

considered. 

In another study about encouraging participation in an intra-organizational online idea community, 

performed by Hrastinski et al. (2011), it was concluded that factors for encouraging participation in a 

web-based IT-system were that managers were core members of the web-based IT-system, frequent 

and complementing promotion activities for the usage of the web-based IT-system were essential, 

very low entry barriers were expected and the discussions held in the web-based IT-system were 

expected to be focused, both in terms of content and time. 

In a web-based IT-system for knowledge sharing entered information can be read/seen by many and 

one can get feedback on one's idea from a large number of people in different parts of the 

organization. Employees can get a better understanding of thoughts and opinions of others in the 

organization. Anyone can contribute. But at the same time, employees can feel that they do not have 

time to contribute, they prioritize other work assignments. Therefore, it would be good if the 

managers clarify that using the web-based IT-system is part of their daily work (Hrastinski et al., 

2011). 
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Another view about motivation and how to motivate others was brought forward by Strickler (2006). 

She proposed an idea that, instead of looking upon how one can motivate others, one should look 

upon how one can create conditions under which people can motivate themselves. She also put 

forward thoughts about how to do that. Among other things, an organization should become a value-

driven organization, create a safe environment, expect people to be both responsible and 

accountable and, of course, encourage everyone to do his or her best. 

That is very interesting for this project since this view can be applied to IT-systems as well, not just 

physical working environments. An organization provides conditions for knowledge sharing and 

performance measurement in an IT-system in which people should motivate themselves to 

participate and feel obliged to share (give and take) knowledge and enter data about their 

performance, all this for the sake of improving the organization and themselves. These conditions 

inside the IT-system should be encouraging and motivating for the employees and users. 

According to Oye, Mazleena and Noorminshah (2011), the most common reasons for workers not to 

share knowledge with their colleagues are that the workers want to protect their own competitive 

edge, job insecurity, personal animosity, personal characteristics. These are intrinsic demotivators. 

That knowledge sharing is not accepted in their organizations, or workers are afraid of harming 

themselves or others with the knowledge, also confidentiality and lack of sharing culture are extrinsic 

demotivators. The motivators that the researchers found were a sharing nature in the organizations, 

job security, professionalism and social ties, which are intrinsic motivators. The extrinsic motivators 

are mutual benefit and performance review. The extrinsic motivators are important for this work 

since they are things that the organizations can affect and they are also connected with performance 

measurement. 

As to ICT, individuals contribute knowledge when they perceive that it enhances their professional 

reputation and to some extent because it is enjoyable to help others. They contribute when they are 

structurally embedded in the network, and when they have experience to share with others. But, 

according to Wasko and Faraj (2005), individuals who contribute knowledge do not seem to be more 

committed to the electronic network of practice than non-contributors, nor do they seem to expect 

help in return. 

In large organizations, the creation and dissemination of knowledge requires both a cultural-social 

and a technical dimension. Organizations must provide employees with IT-systems and ensure that 

they use these solutions, create, store and share their knowledge. The IT-systems provided for the 

employees by the organization should be perceived as easy to use and as adding value to the 

workers’ performance, otherwise the workers may deter from putting their knowledge into the 

systems. The user interface should make it easy for people to contribute (Doan, Ramakrishan and 

Halevy, 2011). Even if the knowledge systems are highly usable, usage alone is unproductive if the 

workers are not willing to share knowledge with their colleagues. Motivating employees to share 

knowledge is more an issue of corporate culture rather than a technology issue concerned with the 

IT solutions (Oye, Mazleena and Noorminshah, 2011). 
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3. Method 
”This chapter handles the scientific approach and perspective used in the study. The procedure and 

methods are described.” 

Research design is the way of organizing how a research should be carried out. It is plans and 

procedures for research that include everything from research strategies and methods of data 

collection, analysis and interpretation. A research design can be either qualitative or quantitative, or 

even a mix between the two (Creswell, 2009). 

In qualitative research the data are words which cannot be measured and in quantitative research 

the data are numbers or data that can be translated into numbers. The qualitative research is about 

exploring and understanding the meaning of individuals or groups in relation to a social or human 

problem. Data in such a research are usually gathered through for example interviews and focus 

groups. The research looks upon the world as changeable. The process of qualitative research is 

inductive. The quantitative research usually handles relatively large and representative sets of data 

and such data are often gathered through tests or questionnaires. This type of research aims to test 

objective theories by studying the relationship among variables. The variables can be measured and 

the numbered data can then be analyzed using statistical procedure (Creswell, 2009). The process of 

quantitative research is deductive. 

For this study the qualitative research design was chosen, and a general research strategy was used. 

Qualitative research and the research strategy were chosen because the main research question is 

about bringing personal values into the study through people’s own opinions, thoughts and personal 

taste according to what motivates them to use a web-based platform for sharing of knowledge. 

3.1 Pre-study 
The subject about how users can be encouraged and motivated to use a web-based platform for 

knowledge sharing and a functionality of performance measurement in it, which crosses several 

subject areas such as knowledge sharing and user involvement, performance measurement, 

information and communication technology and motivation, was chosen on the basis of my studies 

and interests. 

The company Sandvik advertised the project both on website of the Royal Institute of Technology 

and at the student union’s work fair in the autumn of 2012. Since the subject was in the area of my 

studies I got interested in the ‘Knowledge and Information management’ project that was being 

performed at the company. The approach was to build a web-based platform for knowledge sharing. 

The project was in the development and implementation phase which meant, among other things, 

that functionalities for organizing information about processes and projects were being added. 

I applied and was chosen, and could start in the project. I was initiated to the work and I studied 

what already had been done in the project and the web-based platform concerning reports, code 

and mockups. A plan was made for further work with the web-based platform. 
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Different research questions were discussed with the company supervisor and finally, the research 

subject about how to encourage and motivate users to use a web-based platform for knowledge 

sharing and a functionality of performance measurement in it, was chosen. 

The project was performed within the frames of Media Management and Media Technology, and the 

focus in the work was on the potential users of the web-based platform, their demands on the web-

based platform for knowledge sharing and the functionality for performance measurement, and their 

motivation to use the web-based platform and the functionality. 

3.2 Literature study 
The literature study provides a framework and a scientific base for the study. It establishes the 

importance or need for the study as well as a benchmark for comparing the potential results with 

other previous findings. A literature review of study is always used in qualitative research (Creswell, 

2009). 

The purpose of the literature study was to get a perspective of the state of the art within the 

research field, to see what research already had been done in the area and if there were any gaps 

that could be filled with this research. The literature study provided understanding for what 

performance measuring is, how people’s motivation works and what their behavior in a web-based 

platform looks like. The literature review is a base for the subject and argumentation lead in the 

analysis and discussion later in the report. 

The literature looked for was in the fields of knowledge sharing and user involvement, performance 

measurement, information and communication technology, motivation and research methodology 

(see Figure 4). The literature study started with finding out key words, notions and definitions that 

could be used to explain the research question and the problem. All words and meanings that could 

be thought of were written down together with the synonyms. Search strings suitable for different 

databases were built. A list of relevant databases to search for information was compiled and 

through the KTH Library these databases were accessed. Several days were spent on searching initial 

information about the research area. Mostly articles were found to be useful, but also some books, 

especially for reading up on the research methods. Searching for information has been an iterative 

and continuous part of the work. 

The literature study showed that there was a small gap in the research concerning collective 

providing of performance data in a web-based platform in order to be able to visualize the whole 

work process in a company. Much research has been done in the area of performance measurement 

of web-based platforms, though not in the platforms or with the platforms as tools, the companies 

and the employees’ work, also about knowledge sharing and collective problem-solving. But if one 

combines these areas there are very few articles and reports that handle the subject. This indicated 

that there was an unexplored area, which would make this research relevant. 

One previous study performed by Hrastinski et al. (2011) is similar to this current study, and some 

overlap between that and this study can be found. But the current study complements the previous 

research by studying the intra-organizational use of a web-based platform for knowledge sharing in 

an engineering company with more focus on performance measurement with the web-based 
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platform as a tool. The contribution to the research fields will be about the performance 

measurement. 

Finding relevant and useful information for a certain research depends on how well conversant the 

researcher is within the subject and adjacent areas. When searching for information in databases and 

similar either a large amount of search hits is received or almost no hits at all. 

 
Figure 4: A classification of the reviewed literature 
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3.3 Semi-structured interview 
There are several ways to structure and conduct interviews, and they generate different types of 

data. The data are more or less qualitative. 

Semi-structured interviews can be said to be the most important type of research interviews because 

of their flexibility and balance between structure and openness. They give usually data of high 

quality. But they are time and resource consuming, since they require preparation, plenty of analysis, 

interpretation and presentation of material. Semi-structured interviews often require a pilot test in 

which the questions are tried out. Through that procedure new formulations are found. There should 

be a narrative thread so that one question leads to another (Gillham, 2008). In semi-structured 

interviews the questions are definite but can be influenced during the interview. The advantage is 

that the interviewer can ask follow-up questions or other interesting questions that she did not think 

of before the interview. 

When collecting data one should never need to question if everything was documented such as what 

the respondent said, her gestures etcetera. In order to secure that it is good to use several 

documentation methods. This also reduces the risk of losing information if something would happen 

to the material. Common methods used when interviewing are audio recording, video recording or 

both at the same time. Sometimes it is an advantage not to use paper and pen during interviews 

because it can disturb the interview and taking notes takes time. One cannot write down everything, 

but if one does not write everything and the respondent sees that, she may think that some 

comments she gives are not of importance (Blaxter, Hughes and Tight, 2006). Transcription of 

interview material removes non-verbal communication. Transcription also removes tone of voice, 

pace and emphasis (Gillham, 2008). When recording an interview the researcher can focus 

completely on the interview process, but it may make the respondent anxious so that she does not 

want to tell certain information (Blaxter, Hughes and Tight, 2006). It is good to collect data 

continuously during the research. 

Semi-structured interview was chosen as a research method due to the fact that the method 

provides some level of comparable data, since one asks the same main questions from all 

respondents. The gathered data are usually of reasonable quality and provides both qualitative and 

some quantitative data. It is also good to have some questions to guide both the interviewer and the 

respondent. It makes it easier to keep the interview going and keep it focused. 

Semi-structured interview procedure 

The purpose of the semi-structured interviews was to get a picture of what the different groups of 

respondents thought about a web-based platform for knowledge sharing and a functionality of 

performance measurement in it. Also, what would be encouraging and motivating in order to use the 

web-based platform and the functionality. The purpose of the user interviews was to get to know the 

designers’ in the two departments opinions about the web-based platform and performance 

measurement and what they think would encourage and motivate them to use the web-based 

platform, share knowledge in it and measure performance with it. The purpose of the expert 

interviews was to get a picture of IT-systems that are developed for similar purposes and how 

knowledge sharing and performance measurement are enabled in the IT-systems. Also, to get some 

insights about current research in the areas of knowledge sharing and social technologies. 
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The potential users were selected and recruited with help from the company supervisor. He 

suggested persons (designers) in the two departments that he thought would be suitable and willing 

to participate in the interviews. The experts within the branch of IT were found in Swedish IT-

companies that develop similar IT-systems as the web-based platform at the company Sandvik. The 

experts within the academia concerning knowledge sharing and social technologies were found at 

different Swedish universities. They were chosen based on their fields of expertise. Inquiries about 

the participation in the interviews were emailed and totally ten persons accepted the offer. Six 

persons were interviewed at the company and four via Skype1. The Skype-interviews were done with 

three IT-experts and one academic expert. 

In order to formulate interview questions, areas that needed coverage by the interviews were 

identified. In the identified areas many questions were brainstormed. The questions were formulated 

and grouped according to the area and the type of respondent, such as manager/user, designer/user, 

IT-expert or academic expert. A narrative thread was created among the questions. Four sets of 

interview instructions and questions were compiled, adjusted and adapted to each type of 

respondent. The questions were tried on a test person in order to see if something needed to be 

changed. Adjustments were done. 

For conducting the interviews, the recording apparatus (smartphone and dictaphone) was set up, the 

researcher presented herself, read the instructions formulated for the interview and told about the 

purpose of the interview. The researcher also told how the gathered data were going to be used, and 

asked for permission to record the interview. Introductory questions were asked followed by subject 

questions. Conclusionary questions were asked to summarize the interview and to give the 

respondents opportunity to come with thoughts and opinions about the subject and the interview. 

Some notes were written down during the interviews. The interviews were transcribed, notes were 

compiled and both the transcript and the notes were merged. 

3.4 Content analysis 
In order to be able to analyze the collected data from the interviews, there are two basic issues that 

need to be considered, in which condition the data have been collected, and how you are able to 

analyze it. One also needs to consider what kind of data it is, qualitative or quantitative data. The 

distinction is not clear. Qualitative data may be quantified and quantitative data may be qualified. 

The nature and type of the collected data affects how they should and could be analyzed. The data 

can be questionnaire data, interview transcriptions, diagrams etcetera (Blaxter, Hughes and Tight, 

2006). The data analysis is an ongoing process involving continual reflection about the data (Creswell, 

2009). 

The data needs to be prepared for analysis, which means managing the data so that the size and 

scope of the data are reduced. The interviews must be transcribed and organized in a structured 

way. It is good to read through all the data before starting the analysis. By that one can obtain a 

general sense of the information and reflect on its overall meaning. After that the transcriptions 

could be used for analysis (Blaxter, Hughes and Tight, 2006). 

                                                           
1
 Skype is a proprietary voice over IP service and software application. The service allows users to communicate 

with other users by voice using a microphone, video by using a web camera and instant messaging over the 
Internet (Skype, 2013). 
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The analysis process starts with a coding process. Coding of the data means the process of organizing 

the material into groups of text before bringing meaning to information. One identifies substantial 

statements in the material, adds notes, underlining or highlighting pieces of text etcetera. Then 

categories or themes for the analysis are generated by finding common denominators and groups of 

data are assigned specific tags. The groups of text can then be fit into an analytical scheme, if it is 

wanted. One should use pieces of the data that are interesting, significant, unusual, representative 

etcetera (Creswell, 2009; Gillham, 2008; Blaxter, Hughes and Tight, 2006). 

A researcher can analyze the data in relation to different themes or perspectives (Creswell, 2009). In 

an analysis there are different things one can seek in the data, such as concepts, theories, 

explanations and understanding. Concepts are abstract or general ideas which are important to how 

we think about particular subjects or issues. Theories are suppositions which explain or seek to 

explain something. Explanations are statements which seek to make something intelligible about why 

things are the way they are. Understanding is our perception of the meaning of something, in this 

project it is the subject area, the issues and research questions under consideration. 

It takes time to analyze interview transcripts. It is therefore important to keep the analysis focused, 

for example through key or primary questions that are of great importance for the research and 

analysis. Some questions should not need the same level of analysis, other questions may be 

eliminated (Blaxter, Hughes and Tight, 2006). 

When the data are analyzed one needs to interpret it. This is the process in which the researcher 

puts her own meaning and interpretation on the data. A part of interpreting the data is to compare 

one’s own interpretations with those of others, in order to create shared understanding (Blaxter, 

Hughes and Tight, 2006). 

The content analysis method was chosen for the data analysis method due to the fact that the 

research is a qualitative one and the gathered data are of such type that it is important to look at the 

content. 

Content analysis procedure 

The purpose of the content analysis was to extract the relevant, interesting and may be significant or 

representative parts of the gathered data. Before the content analysis was started, all the data 

(interview transcripts) were read through. Then substantial and interesting parts of the text were 

underlined and highlighted. Data from each type of respondent were kept separate. An analysis for 

each type was done. After that a comparative analysis between the types was done. 

For each analysis, the substantial parts were extracted from the rest and from those notes were 

handwritten on small pieces of paper. Notes with similar themes were grouped together, doublets of 

notes were removed. Each small pile of notes was taped to a paper marked with the corresponding 

type of respondent. A paragraph was written of each pile of notes on a piece of paper. The 

paragraphs were then placed in an order that followed a narrative thread. The paragraphs became 

the base when writing the result chapter of the report. 
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3.5 Quality of research 
In order to try to secure the quality of the research, there are some criteria that need to be 

considered and fulfilled. The criteria for quality of research are significance, generalizability, 

reliability and validity. 

Significance 

In statistics, significance means the likelihood that a result derived from a sample could have been 

found by chance. The more significant a result is, the more likely it is that it represents something 

genuine. In general, significance stands for how important a particular finding is judged to be 

(Ekholm and Fransson, 2002). In this work significance is accomplished by using semi-structured 

interviews which enables some comparability between results/data from the conducted interviews. 

Generalizability 

Generalizability or representativeness means whether the findings are likely to have broader 

applicability beyond the focus and scope of the research done. Thus, if a detailed research has been 

carried out in a specific institution, group or individual, it is interesting to know if the findings in some 

way are relevant to some other institution, group or individual (Ekholm and Fransson, 2002). 

Reliability 

Ekholm and Fransson (2002) state that reliability means that another researcher shall retrieve 

essentially the same results and conclusions, but that does not necessarily mean that the other 

researcher would do the identical interpretations, by following the same procedure as in this current 

study (Ekholm and Fransson, 2002). In order to secure reliability in this project everything that has 

been brought up in the interviews was documented. In this project, reliability has been secured by 

describing and explaining the performed research thoroughly and by attaching the interview 

questions. 

Validity 

According to Ekholm and Fransson (2002), validity means how well the research measures what 

actually is relevant in the research. Validity has to do with whether the used methods, approaches 

and techniques actually relate to or measure the issues in the research that has been explored 

(Ekholm and Fransson, 2002). Validity is whether the results are valid so that data have no mistakes, 

which means that reliability is the dependability. The results should be accurate and of enough 

quality. Validity can be secured by triangulating different data sources of information by examining 

evidence from the sources and using it to build a coherent justification for decisions made in the 

research (Creswell, 2009). In this project data from literature has been used together with data from 

semi-structured interviews. 

3.6 Ethical aspects 
Since this research is centered around the potential users of the platform that is being developed at 

the company and what they think would motivate them to use the web-based platform and the 

functionality of performance measurement that could be incorporated in it, ethical aspects are 

important to consider. In order to be able to perform the study, personal information, thoughts and 

opinions of the users need to be collected (Creswell, 2009; Blaxter, Hughes and Tight, 2006; Gillham, 

2008). 
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It is important that the respondent who gives her personal information is informed about how the 

information is going to be used, who is going to have access to it, the lifespan of the information and 

so on. The respondent should always be given an opportunity to approve or deny what the 

information is used for. The respondent should be given a chance whenever during the interview to 

be able to interrupt the interview, or choose not to answer certain questions. As a researcher, one 

needs to be observant on how the respondent is handling the situation, how she feels, and the 

researcher has the responsibility to stop the interview if it creates discomfort for the respondent 

(Creswell, 2009; Blaxter, Hughes and Tight, 2006; Gillham, 2008). 

3.7 Method criticism 
Some criticism towards the performed method of the semi-structured interviews would be that only 

ten interviews were conducted. The more interviews one conducts and data are gathered, the more 

reliable and generalizable conclusions are possible. 

The selection of participants in the study was dependent on the researcher’s ability to search for 

information and find suitable persons to interview, and also on the company supervisors’ 

recommendations for respondents at the company. The company supervisor selected the people he 

thought would be most suitable and willing to participate in the interviews. The designers (potential 

users) had very little or no experience of using such a platform which is being developed. They had 

used very little performance measuring, either in a platform or outside it. It is easy, in both cases, to 

miss interesting and relevant people to talk to. The respondents were all from different backgrounds 

and had different responsibilities and work assignments. They also had different experiences and 

opinions and therefore they could diverge even though they were working with the same work tasks. 

Only one person from the academia was interviewed. It would have been useful to get an 

opportunity to talk to at least one more person within the same academic area. 

The interviews were conducted both in English and in Swedish, mainly in English. The corporate 

language of the company is English, that is why it was suitable to use the language. All documents 

and reports in the company are written in English. 

But English is not the native language of the respondents or the researcher. That could have affected 

the interviews in such a way that the respondents might not have been able to express themselves in 

the way they wished to. They might also have not understood the interview questions completely or 

misinterpreted them somehow. However, no signs of that were observed. One respondent seemed 

to try to answer the interview questions in a way he thought the researcher wanted the answers. But 

that was avoided by reformulating the questions and asking them in a more informal tone. The 

researcher practiced asking the questions both in English and in Swedish beforehand in order to be 

able to conduct the interviews in an adequate way and to keep the conversation flowing. 

The area of the research is under constant and fast change/development which means that new 

systems for the same purpose as the one being developed here in the project are emerging all the 

time, and that new ideas are developed continuously. 
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3.8 Alternative research methods 
There are many different research designs, strategies and methods for performing research and one 

needs to try to choose the most suitable procedure for the intended research. For this research the 

qualitative research design together with the method of semi-structured interviews have been used. 

But there are alternative research procedures that potentially could have fitted the research. 

Unstructured interviews could be used for gathering broad and sometimes more unexpected material 

in relation to other methods. It is an exploratory method. But it is difficult to compare data gathered 

with unstructured interviews (Gillham, 2008). 

Another usable method would have been structured interviews, which enables comparability of the 

gathered data. But the method does not enable so much follow-up questions (Gillham, 2008). 

The questions could have been asked in email interviews. The questions and answers are written 

down. The respondents can answer the questions when they have time and one does not need to 

meet. But emails can also accumulate or be forgotten (Gillham, 2008). 

A fourth way would have been to do group interviews. They are good for exploring a subject area. 

The method can generate other material than individual interviews. The participants can discuss with 

each other. But the moderator must be able to lead the group. Size and composition of the group will 

affect the interview. But the group can be difficult to steer, the interview is difficult to document and 

some opinions may be drenched by others (Gillham, 2008). Therefore, this was not chosen for the 

research. 

Questionnaire is mainly a quantitative method which is very structured with close-ended questions 

with predefined multiple-choice questions. One does not get so much personal opinions (Gillham, 

2008). The method was not chosen because of its limitations and disadvantages in gathering in-depth 

information. 
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4. Result of semi-structured interviews 
“In this chapter, the results from the empirical research, the performed interviews are analyzed and 

presented.” 

Measures and performance measurement 

Today, employees do not book keep very much of their performance of work assignments. Most of 

the information transfer is done verbally and the managers keep track of that information in their 

heads. Lead time spent on work assignments (start time and end time), and in relation to that also 

the performance of the departments is measured. But the times are not coupled directly to certain 

individuals, and that, according to a manager, would not be good to do either. But, of course, it could 

be good for him as a manager to see individual performance. The times are measured and reported 

in different systems depending on how the work assignments are received, for example in an excel 

sheet. Time is the base for getting bonuses in the company. The employees get bonuses depending 

on how fast they work. 

One manager would appreciate if the designers/employees reported performance information in a 

system, for example an IT-system. He would like to measure performance, for example in order to be 

able to point out when somebody takes too long time to do a work assignment. As the manager puts 

it: 

 

 

It would be useful to measure quality, which actually is the most important variable to measure 

together with time. Hit rate would also be good to measure. Hit rate tells how many of the 

quotations done actually become orders. Also customer satisfaction would be interesting to 

measure. But otherwise it is difficult to measure things, because no assignment is the same nor even 

similar to something done before according to the respondents in the company. Regarding what to 

measure, a manager comments: 

 

 

 

To measure time is important and therefore it would be good if the way of measuring time was more 

accurate. However, time does not say anything about the quality of the work. There can be errors. 

The designers state that it would be useful if errors could be tracked or measured. But that is 

extremely difficult since the sources of errors can be anywhere in the work processes. Measurement 

of the quality is desirable, and also customer satisfaction and customer feedback. It is always a 

balancing act between time spent and customer satisfaction. The designers get feedback on their 

work from the customers long afterwards, if they get any at all, and they need to actively ask for it. 

Two designers’ examples of what could be useful to measure in the web-based platform are: 

 

”It could really be good for the designer to have to provide performance 

information.” 

”Follow-up to see hit rate would be good, how many percent of the quotations 

that become orders. But the statistics of that are already noted higher up in the 

organization, so it is not something we see every day.” 

“Measure time in an accurate way would be good.” 
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It is not directly possible for managers or designers to see the overall performance of a department, 

routine, process etcetera. But that is not considered vital according to one manager, but it would be 

good to do follow-ups on work assignments. Another manager thinks it would be very good, both for 

designers and managers, to see the overall performance. That would probably make the designers 

more engaged and motivated. Most of the respondents in the company think it would be good to see 

that. Though, there are some designers who do not want to see the performance at all. Some 

departments have meetings once a month to discuss the performance of the department, mostly in 

terms of performance of work assignments. A manager’s opinion about seeing the overall 

performance of a routine or a process is: 

 

 

 

Statistical information is gathered about all the departments that work with similar assignments as 

for example department B. The department B in Kista does not know to what degree it influences the 

overall results of the company’s statistics, and therefore the employees do not know how they 

influence the totality. The managers say it would be useful to know. A manager comments: 

 

 

 

The managers think that it would be good to include the designers in the decision-making of what 

should be measured or tracked in relation to performance. It would make them more accessory and 

hopefully more engaged. They could also come with feedback on the performance information. One 

manager would be motivated to book performance, for example in a web-based platform. 

Performance and bookkeeping could be coupled with some kind of reward, for example with salary. 

Overall, the designers think that they should be part of deciding what should be measured in relation 

to performance, for example as a poll. They also want to be able to give feedback on the 

performance. But the managers should have to make the final decision about what to measure. 

However, it can take some time to provide feedback, so therefore it should be included as a part of 

the daily work and the manager should order the employees to do it. But it should not take too much 

time. Designers consider feedback as good for the managers and for the company. A designer’s view 

of the participation in the decision-making of performance measures is: 

 

 

“Feedback from the customer would be good to have in some way.” 

“Employees cannot see the performance of a routine or process. But it could be 

useful if they could see it. Now they cannot measure themselves. I think it will 

get the guys more aware of what we are doing and more engaged, motivated.” 

“The problem is that there are figures for the whole department, but we are 

just a part of it. It is hard to know how this part affects the whole, the whole 

performance. It is difficult to see the whole picture. It is too big.” 

“Designers should be involved in deciding what to measure. They could give the 

manager feedback, in weekly meetings. It would be good as a poll. But the 

ultimate decision has to be made by the manager.” 
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Performance measurement would be good for the departments and the company. The data are 

mostly useful for managers and not directly for designers. As a designer puts it: 

 

 

Only managers should be able to see an individual’s performance data. But anonymously, the 

designers think one could provide one’s performance data for the overall picture of the performance 

for a department for example. Some designers do not like bookkeeping or performance 

measurement, especially not at the individual level. This is also confirmed by the IT-experts who say 

that the performance measurement is not of real interest for the users, but for the top management, 

and knowledge sharing can promote that. But the value of knowledge sharing needs to be defined 

for the company in order for it to believe in it. 

Performance measurement could potentially increase the company’s and the employees’ 

productivity and efficiency. Most of the designers see performance measurement as motivating and 

encouraging in order to become more productive and efficient, but it should be done per work 

assignment or routine rather than at an individual level. Two designers’ comments on the topic are: 

 

 

 

 

 

A few designers say that performance measurement would not impact their productivity or 

efficiency. A designer explains: 

 

 

 

But the designers agree that it would be good to get an overview of how the department is doing. 

Though, some of them think it is more motivating and encouraging to create the design drawings for 

the different tools that the company produces. Bonuses are motivating. Performance measurement 

and knowledge sharing should be encouraged in some way, otherwise the designers do not share 

knowledge. Two designers say: 

 

 

 

“We have so different kinds of work, so some work is taking really long time 

and you have to figure it out how to work and some work is quite fast. So you 

could not compare two works with each other.” 

“It would be good for the managers that we keep track of things in some way, 

but maybe not for me as a designer.” 

“It is a very good idea to have performance measurement in the platform. 

Measurement by task, not individuals.” 

“Measuring performance would be motivating to increase productivity or 

efficiency for me. Because everybody in the department is concerned about 

how we feel. If we do not work efficient it becomes everybody’s problem. If we 

work good, we feel good.” 

“Managers should tell the designers to enter data about performance in the 

platform, if it is a part of the daily work and the tasks you should do ordinarily.” 
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The managers state that the company needs a corporate culture and an attitude which allows and 

encourages the usage of a web-based platform. That should enable knowledge sharing etcetera. 

 

 

Knowledge sharing 

Many of the respondents think that the knowledge sharing aspect is good. All employees in the 

department, and also in the entire company, could help each other with problem-solving and decide 

upon the best procedure for a work routine or similar thing. But knowledge sharing may not be good 

for everyone. It depends on how much the employees use computers in their lives, beyond their 

work assignments, one manager says. Knowledge sharing can be both encouraging and not. 

According to one designer it would not be encouraging. He does not need feedback from others on 

his performance. He knows why the performance data look like they do, and it would not be so fun if 

everyone could see everyone else’s performance data. 

The knowledge sharing aspect will influence the performance measurement. The managers think 

that some employees will be motivated by it, others will be stressed and some will be completely 

reluctant about it. The managers emphasize that there will be a need for restrictions on who will be 

able to see, read, write, edit or delete the information accessible in the web-based platform. 

Information and communication technology 

The respondents in the company think the web-based platform is a very good idea. There is a need 

for it. But there are many systems today. The best thing would be if there was only one system, 

according to the respondents. 

A web-based, easy to use platform is desired for knowledge sharing and performance measurement. 

This web-based platform has the potential to become a good aid for new employees or employees 

who have switched department. It is needed for saving and storing design rules, for sharing of 

knowledge and in order to avoid searching for information in several places. The information should 

be easy to find. As some respondents comment: 

 

 

 

 

 

“Performance measurement needs to be encouraged in some other ways. 

Because I do not really share what I have learnt and I do not have time to share 

it.” 

”Also, it is about the corporate culture or attitude I suppose. One needs to see it 

as something positive and something that is good.” 

“Designers could have some use of the platform, for seeking information.” 

“If I can find the information really quick, I would use it.” 

“To have this way of finding information. But it is tricky to have it alive, so that 

it won’t be something that will be out of date.” 
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The web-based platform should have high usability and be easy to use with fast and easy navigation. 

It should be possible to attach files and comments to information one writes in the web-based 

platform. A fast start up which enables direct usage is compulsory according to a designer. According 

to a manager everyone should want to use it and be responsible for some part of it, and keep it 

updated. But some employees are rather reluctant towards learning to use new systems, also related 

to how much the employees use computers in their lives beyond work. Some comments from the 

respondents are: 

 

 

 

 

 

 

 

 

Performance measurement needs to be done in some way, and it could be done in a web-based 

platform which requires the same amount of work as without a web-based platform, a designer 

comments. It would also be good if that functionality was coupled to the email system and that the 

web-based platform is included in the daily work of the employees. 

The IT-systems should be developed from the base of a search behavior, since it is the way people 

gather information today, the IT-experts say. The IT-system should be able to handle search in 

several systems, and present the search hits in a structured way. Having all information and 

knowledge in one IT-system requires an advanced and well-functioning solution. It is easier to 

develop a few smaller systems for a certain purpose. In order to enable knowledge sharing, the IT-

system needs to be flexible and easy. It is better to have a few well-functioning functions which are 

personalized, rather than having every possible functionality. Usability and user experience are more 

and more important which the respondents in the company pointed out. 

According to the academic expert, the most common functionality in web-based platforms is the 

ability to share, share whatever one would like, such as photos, audio, documents, information and 

knowledge. The functionality is very powerful. In order to enable knowledge sharing, the knowledge 

needs to be made visible. One needs to know what the others in the system know in order to be able 

to ask. The persons also need to know what knowledge one wants in order to be able to help. The 

knowledge also needs to be transparent. People do not want to have more things, documents to 

read. They want to have a real person with the knowledge they need. One should encourage people 

to give and take in knowledge sharing, because it is an ecology of sharing. One cannot just take, one 

needs to give too. As the academic expert puts it: 

“I think one needs to have responsibility of some parts, that you have to 

upgrade or something like that.” 

“Everyone must want to use the platform and use it good. Then it becomes 

easier for others to do the same. As soon as it becomes too complicated so that 

one does not use it, it will be information missing in the web-based platform 

and no one wants to acknowledge it. It creates a snowball effect, everyone will 

either go in the same direction and everything is good, or people will let it go 

and walk in the other direction which means that no one wants to use the web-

based platform.” 

“The usability needs to be high.” 
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The academic expert says that one cannot escape Facebook. It has become a base for everything that 

people do online. New functionalities need to be possible to translate to Facebook terminology. 

Motivation 

According to the IT-experts, it is motivating for a user to be able to take own initiatives, that one 

does not need to talk to one’s boss in order to contact someone for example. Users also want 

engagement, more precisely involvement, so that they can include themselves when they want and 

how they want. It is all about personalization. Other motivating things can be gamification2, to gather 

points in the system, recommendations from friends and colleagues and so on. The academic expert 

also thinks that recommendations are useful for motivational purposes. 

According to the academic expert, knowledge sharing should be made easy, the information and 

knowledge should be made visible and transparent. One should remember to think about that 

people use some IT-systems as private persons and other IT-systems as working professionals. Also, 

that the usage of an IT-system can differ between private person and working professional. 

Users 

The experts within the branch of IT state that when one develops an IT-system one needs to consider 

user behavior. What is it that drives user behavior today? Facebook, Google and similar services drive 

user behavior today. If one can take advantage of such daily behavior in the IT-systems which one 

develops, it is more probable that the users will use them. One shall use such things that the users 

are familiar with. The user should not need to adjust and adapt to the IT-system. The IT-system 

should instead adapt to the user. The IT-systems need to be flexible and able to change fast. If 

Facebook does something new, it is good to do the same thing in one’s own IT-systems. 

The academic expert emphasizes that users need to be involved in the development of IT-systems. 

One needs to understand what the users do in their everyday work in order to be able to support 

them with an IT-system. To be able to include the IT-system in the users' daily work, it is important to 

ask them about their work and practices, and translate them to technology design. The employees 

want the managers' approval to use and explore the system. New systems tend to require time. One 

needs to recognize the value of exploring the IT-system which should be of value for the users 

interacting with it. 

 

                                                           
2
 Gamification is the use of the game thinking and game mechanics in a non-game context in order to engage 

users and solve problems. It is used in applications and processes to improve user engagement and learning for 
example. Gamification techniques leverage people’s natural desires for competition, achievement, status, self-
expression, altruism and closure (Wikipedia, 2013b). 

“People do not want more pdfs, documents or things to read. People want the 

real person with the knowledge they need. More real people and less 

documents, I think. That’s what people want.” 
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Key findings 

- A more accurate measurement of time would be useful. 

- Potential variables to measure would be quality, errors, hit rate, customer satisfaction and 

feedback from customers. 

- It is not directly possible for the employees to see the overall performance of a department, 

work routine, process etcetera. But it would be good for the employees to see that. 

- Statistical information is gathered about all the departments in the company, but a single 

department does not know to what degree it influences the overall results in the company’s 

statistics. But it would be useful for the employees to know that. 

- The employees should be involved in deciding what performance measures should be used, 

and be able to provide feedback on the matter. 

- Performance measurement would be good for the departments and the company. It could 

potentially increase the company’s and the employees’ productivity and efficiency. It is also 

seen as encouraging and motivating. 

- Knowledge sharing is seen as good and it will influence the performance measurement. 

- The web-based platform is a very good idea. It should be easy to use with fast and simple 

navigation and relevant, up-to-date information which should be easy to find. 

- For knowledge sharing the knowledge needs to be made visible and transparent. 

- Taking own initiatives, engagement, involvement, gamification and recommendations from 

friends and colleagues are motivating for users. 
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5. Discussion 
“In this chapter, the information and knowledge from the literature study, the theory, and the results 

from the empirical research are discussed. The discussion constitutes then the basis for possible 

conclusions.” 

This research had its starting point in the main research question "What aspects are of importance in 

order to encourage and motivate users to share knowledge in a web-based platform for knowledge 

sharing and to use the web-based platform as a tool for measuring performance of work 

assignments?". In order to be able to answer the main question, it was divided into three sub 

questions as follows: 

- What should be measured in a web-based platform for knowledge sharing? 

- How does collaboration of performance data influence how encouraging it is for the users to 

use the web-based platform for knowledge sharing and the functionality of performance 

measurement? 

- What do the users want from the web-based platform for knowledge sharing and the 

functionality of performance measurement in order to feel encouraged to use it? 

5.1 Sub question 1 – What should be measured in a web-based platform for 

knowledge sharing? 
Measuring performance can help an organization to understand how it is accomplishing its goals. It 

allows for an analysis of where and what changes need to be made in order to improve performance 

and quality. But from the interviews one gets to know that not much is measured or tracked in 

relation to performance in the company. 

The company needs to select the performance measures that are really the key for its business 

performance. The only thing the employees (and the company) keep track of in the two departments 

is lead times. Performance measures should focus on certain organizational performances and in this 

setting lead times are important, together with quality of the products, such as design drawings and 

the final products. Measuring or keeping track of lead times is a quantitative measure that is quite 

easy to use in order to quantify the efficiency and effectiveness of work processes in the company. 

Hit rate is another variable that was found to be useful to measure, it is also a quantifiable 

measurement. The measure is useful because the company does not get paid for quotations which 

correspond to 80% of the workload. Customer satisfaction is useful to measure and in relation to that 

even getting feedback or comments from the customers. 

Performance measures can be almost anything. Some examples of measures used for work 

performance are quality of performance, quantity of performance and overall job performance. In 

connection with performance of work assignment, the literature presents measures such as task 

responsibility, task skills and task knowledge. But those kinds of measures do not seem to be thought 

of in the company, except that the employees would like to be able to track errors. But, as 

mentioned in the interviews, to measure errors is very difficult to do. The employees do not mention 

measures that could be connected with contextual performance, such as coordinating with 

colleagues and obeying the rules for example. It seems like this kind of things are viewed as obvious 
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in the organization, together with measures for adaptive performance, such as handling work stress, 

solving problems creatively, dealing with uncertain and unpredictable work situations. 

As mentioned in this research, it is not easy to choose what to actually measure, which is also 

confirmed in the literature. It is suggested that the process of finding and choosing measures should 

be iterative so that the measures are developed and adjusted in relation to information. By such a 

process the measures are developed and adjusted in relation to the company and its available 

information. In this process, it would be useful to include the employees, whose performance is 

measured. Most employees would find the involvement good and also encouraging, motivating and 

engaging in relation to performance. But they think that the managers should have to make the final 

decision about the measures. This procedure of involving employees in deciding what to measure is 

good in order to create understanding and acceptance of the measures by the employees. This is 

necessary if one wants the performance measurement to be effective. 

What should be measured in a web-based platform then? The performance measures used in a web-

based platform should be chosen based on what is viewed as important for the company. The 

company needs to have a clear purpose of why they are measuring certain variables and what use 

they will have of the data and knowledge drawn from them. The measures should be connected to 

the aim and goals of the company, as well as to drivers in the market in which the company acts. But 

also, the measures need to be measurable with a web-based platform as a tool. They should be seen 

as relevant and useful even for the employees, who are the ones that are going to provide the 

performance data in relation to the variables. There is also support for this in the literature about 

performance measures. 

5.2 Sub question 2 – How does collaboration of performance data influence 

how encouraging it is for the users to use the web-based platform for 

knowledge sharing and the functionality of performance measurement? 
One of the most common functionalities in web-based platforms that are developed today is the 

ability to share. In order to enable knowledge sharing in a company, one needs to create a shared 

context, which is stated in the theory about knowledge sharing. But a shared context is not enough 

just to enable knowledge sharing. It is also important to consider what type of knowledge is shared. 

Explicit knowledge, as discussed in the theory section, is codified knowledge, or the know-what that 

people have. It is objective and can be found for example in databases and documents. In this work, 

the focus was on that the web-based platform should be able to handle mainly this kind of 

knowledge. But for knowledge sharing in organizational learning and improvement the type of tacit 

knowledge, the know-how, should be of interest too. Tacit knowledge is intuitive, difficult to define 

knowledge which is based on experience. It is often context dependent, personal and subjective 

according to the literature. This is why this kind of knowledge is of interest when one wants the 

employees in an organization to share tips and tricks they use in work. But it is difficult to 

communicate and it includes cultural beliefs, values, attitudes, mental models as well as skills, 

capabilities and expertise. This is probably why companies are reluctant towards trying to gather 

tacit knowledge in some system in order to store it. It is difficult and it is easy to fail. But in order to 

succeed with knowledge sharing and knowledge management it would be useful to try to handle 

both explicit and tacit knowledge. If one manages to include the knowledge in a system, the 

knowledge becomes embedded. Knowledge management is based on the use of collective wisdom 
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which is dependent on the attitude and willingness of individuals to share knowledge. The level of 

sharing within an organization impacts the efficiency. 

In this case, the knowledge sharing is that the employees are supposed to help each other with 

problems and solutions, provide information if they know something useful. The whole idea is that 

more heads are better than one. The content or material created can be said to be user-generated. 

The knowledge sharing happens within the organization. 

When using knowledge sharing, all employees can be accessory. This could be used in order to 

enable the employees to give feedback. But also in order to open up the hierarchy in the 

organization, all employees can potentially access the information, and make the structure 

transparent. Since this should be used in an organization, some restrictions may be needed. At the 

same time, knowledge sharing may not be for everyone. One aspect influencing that is how much the 

employees use computers and related tools in their lives, apart from the usage at work. 

Knowledge sharing is seen as both encouraging and discouraging by the respondents in the 

interviews. They think it will fit some better than others. But they think that knowledge sharing could 

enable a kind of presence in a web-based platform that would be encouraging in relation to 

performance measurement. The principle is, if everyone does it, I do it too. Some respondents would 

not feel discouraged at all if others could view their entered performance data in the web-based 

platform, while others feel that it would be wrong. They would not like to show how they perform to 

anyone except maybe the manager. But at the same time they could provide their performance 

information anonymously to a picture of the performance of the entire department for instance. 

They believe that it would be good to have the picture of the entire performance, to see 

performance of different organizational parts etcetera. If all employees could see the picture, they 

could provide feedback about it, if they know why certain performance figures look like they do. It 

would be knowledge sharing for organizational improvement. 

5.3 Sub question 3 – What do the users want from the web-based platform 

for knowledge sharing and the functionality of performance measurement 

in order to feel encouraged to use it? 
An IT-system for performance measurement is an important way of keeping track of the progress of 

the business. It gives information about what is happening and gives hints about what should be 

connected. But such an IT-system needs close cooperation among managers and employees at 

different hierarchical levels in an organization. It needs to become embedded in the organization’s 

daily work and ordinary routines. By implementing such an IT-system for knowledge sharing and 

performance measurement, one wants to enable knowledge sharing and related activities in an 

organization and also across business processes and value chains. By having such an IT-system 

organizations can continuously monitor changes and give the organizations a sense of what it is 

about, where it is headed and how it is making decisions. Measuring performance can help 

organizations to understand how they reach their goals and that they can get a clearer picture of 

what is going on within teams, groups, departments and so forth. It enables management and teams 

to address and display important issues about the purpose as a group. Analysis of where and what 

changes need to be made in order to improve performance and quality. 
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When developing IT-systems for these purposes one must take the users and their behavior in 

consideration. One should look upon things that drive user behavior such as Facebook and Google. 

When developing IT-systems one should try to take advantage of such daily behavior and use familiar 

things. The IT-systems should be flexible, be able to change fast and be easy so that they adapt to the 

user. It should also be built on a search behavior, because that is how people gather information 

nowadays. It is good to have a few well-functioning functions which are personalized. Usability and 

user experience are important. As mentioned before, one cannot escape Facebook since it has 

become a kind of base for everything people do online. When one implements functions it is useful 

to try to translate them into Facebook terminology. The daily work and practices together with the 

user behavior should be translated into technology design in order to create an IT-system that will be 

used by the users. The work practices need to be observed and considered if they should be 

supported by an IT-system. The IT-system should adapt to the work practices. 

IT-systems can support communication, collaboration and the search for knowledge and enable 

collaborative learning. It can help focusing efforts on critical issues, manage change and has the 

potential of influencing information overload in both positive and negative ways according to the 

literature. In order to enable knowledge sharing in an IT-system it should be kept simple. The 

knowledge should be visible and the structure transparent. It is important to remember that 

different systems are used for private and professional use and also that the same system can be 

used in different ways for private and professional use. The employees in the company think that an 

IT-system should be easy to use, have high usability and fast navigation. Information should be easy 

to find. The user interface should be good and the IT-system should add value to the workers’ 

performance. The users want only one system and the content should be design information, rules 

and tables. The content needs to be continuously updated. An idea from one manager was that 

everyone should be responsible for some part of the content and keep it updated. The employees 

would like to be able to attach files, drawings, and comments in a web-based platform. 

The employees think that it would be good and useful to be able to see the performance of a 

department or routine for example. It would make them more engaged and motivated. But they do 

not want anyone else, but perhaps the managers, to see their performance data. They think that 

they anonymously could provide their performance data to the overall picture of the performance. 

One designer does not think that an experienced designer will use the web-based platform so much. 

But performance measurement needs to be done in some way. The designer also thinks that 

performance measurement probably is easier to manage in a web-based platform. The amount of 

work will probably be the same with or without the web-based platform. The employees think that 

performance measurement should not be done at an individual level. It is mostly for the managers, 

not for the designers. In order to encourage and motivate the designers to enter performance 

measurement data, the performance measurement should be coupled with reward of some kind, for 

example with bonus. The knowledge sharing will influence performance measurement. Some people 

will be motivated by the aspect, others will be stressed or reluctant. Knowledge sharing and 

performance measurement are believed to increase productivity and efficiency, both for the 

employees and the company. 

IT-systems should help making sense out of the endless data that pile higher and higher in 

companies. IT-systems play an important role in breaking down infrastructure boundaries that exist 
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between individuals in an organization, according to the theory. But there can be other barriers too. 

They can be hierarchical and organizational structures, the organization’s interest in knowledge 

sharing, relationships between people and so on. In the company, they have also experienced that 

some employees are rather reluctant towards learning to use new systems. There are several things 

that one can consider when trying to encourage and motivate users to use an IT-system, and 

performance measurement. Motivators for sharing knowledge are job security, professionalism and 

social ties as intrinsic motivators and mutual benefit and performance review as extrinsic motivators. 

Users in an IT-system are motivated by an ability to take own initiatives, they want engagement, 

involvement and personalization, according to one IT-expert. Gamification aspects are good to 

consider. 

The reasons for not to share knowledge are, according to the literature, that employees want to 

protect their own competitive advantage, job security, personal animosity and characteristics. 

Sometimes knowledge sharing is not accepted in the organization, the organization lacks a sharing 

culture. It can also be confidentiality and that employees are afraid of harming themselves or others 

with the knowledge. The personal ambition of an employee should be comparable with the 

organizational ambition. Other potential motivations are rewards, compensation, remuneration 

schemes, career systems, public or peer recognition or promotion. Individuals usually contribute 

knowledge when they perceive that it enhances their professional reputations and to some extent 

because it is enjoyable to help others. 

Motivation to use an IT-system can be said to bottom in psychological secondary needs according to 

Maslow’s hierarchy of needs. Such needs are learned through experience and they differ between 

cultures and individuals. These needs are exposed in many ways which make them more difficult to 

identify and interpret. Such needs are connected with approval and recognition, self-respect, self-

esteem, independence, status, realizing personal potential and so on. 

An organization can impact the extrinsic motivation of the employees since it comes from outside, 

while intrinsic motivation means that a person is engaged in an assignment for its own sake. Extrinsic 

motivators could be reward, compensation, promotion etcetera. Intrinsic motivators could be 

enjoyment, interests, satisfaction and so forth. 

In relation to McClelland's acquired needs theory one should think that people prioritize needs 

differently. In a work environment, it is much focus on the outcomes and the work result. Therefore, 

it could be useful to think of the employees’ expectations about the work. Expectancy is influenced 

by factors such as possession of appropriate skills for performing the work, availability of right 

resources and crucial information and getting the required support for completing the work. It is 

important to remember that there are national characteristics that influence the way work is 

performed and how people are motivated. People may be motivated by different motivators or at 

least by different quantities of the same motivators. With this as a base, it is understandable why 

some employees may feel reluctant towards performance measurement in a web-based platform 

and also towards knowledge sharing. Employees may feel that they cannot perform the work so well 

with the skills they possess and that they do not have any knowledge to share. 

The company needs a corporate culture and an attitude which allows and encourages the use of a 

web-based platform. It should enable knowledge sharing. In relation to that one needs to recognize 
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the value of exploring the IT-system, and it should be of value for the users interacting with it. 

Therefore, the value of knowledge sharing needs to be defined for the company, and the company 

should encourage to give and take in relation to knowledge sharing. The company should look upon 

how one can create conditions under which people can motivate themselves. One manager said that 

he tries to talk to his employees about performance. But when he does it, the designers feel as if he 

is picking on their integrity rather than trying to help them getting better. 

In order to feel encouraged to use the web-based platform and the functionality of performance 

measurement, the potential users, the employees at the company, want a web-based platform with 

high usability. It should be easy to start up and use, and be what they really need in order to use it 

every day. The navigation should be intuitive and the information in the platform need to be relevant 

for the users. The information should be up-to-date. The knowledge sharing and the performance 

measurement in the web-based platform should be encouraged by the managers. The functionality 

for performance measurement should have a clear purpose and relevance for the company. The 

performance measurement of lead times could for example be done with a stopwatch in the web-

based platform. Otherwise, it was difficult for the potential users to come with suggestions on what 

would be needed from the functionality for performance measurement in order to be encouraging 

for them. But they can say that they want the use of the web-based platform to be included in the 

daily work and the usage of it should be encouraged by the managers. 
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6. Conclusion 
“In this chapter the possible conclusions drawn from the gathered results are presented.” 

6.1 Main question – What aspects are of importance in order to encourage 

and motivate users to share knowledge in a web-based platform for 

knowledge sharing and to use the web-based platform as a tool for 

measuring performance of work assignments? 
From the answers to the three sub questions it can be concluded that there are several aspects that 

need to be considered when encouraging and motivating users to share knowledge in a web-based 

platform for knowledge sharing and to use a functionality for performance measurement in it. In this 

research some main aspects for encouraging and motivating usage have been identified. 

Corporate culture 

The organization needs to look upon what corporate culture it has and study if it needs to be 

changed in order to become a culture that allows and enables the usage of a web-based platform. 

The culture needs to allow knowledge sharing and collaborative performance measurement. The 

organization needs to find out what attitude and culture it wants to have, what the aim and goals of 

the organization are, and if those goals are compatible with a corporate culture for knowledge 

sharing and performance measurement. The purposes of the knowledge sharing and performance 

measurement in the organization should also be clearly defined. 

Choice of performance measures 

The organization needs to involve the employees in the decision-making of what measures should be 

used. The employees should be able to come with suggestions for possible measures. They should be 

able to contribute with opinions and feedback on which of all the suggested measures to use. This, 

because it is the employees who are going to provide the performance data in relation to the 

measures. But the final decision should be made by the managers according to what should be 

measured. 

Managers’ responsibility 

The managers’ responsibility is important. The managers should encourage and motivate the 

employees to share knowledge and to provide performance data. The employees feel motivated to 

do performance measurement if it is included in their work assignments. Both knowledge sharing 

and performance measurement should be included in the daily work, and the managers play an 

important role in incorporating the activities in the daily work. The managers should inform about 

the purpose of the activities so that it makes sense for the employees to participate in the activities. 

Visibility and usage of the performance data 

The visibility relates to the fact that employees do not really want others to see their performance 

data. The managers would be the exception. But anonymously the employees feel encouraged to 

provide their performance data to the whole picture of the overall performance of a department or 

routine and so forth. The usage of the data means that the performance data will not be used in any 

way that could be uncomfortable for the employees. For example that the performance data should 

be anonymous in the picture of the overall performance.  
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Availability of the web-based platform 

The web-based platform and its usage should be seen as a part of the daily work. The web-based 

platform should be built in such a way that it is adapted to the daily work and the way the employees 

perform their ordinary work. They should not need to change their work due to the web-based 

platform. The web-based platform needs to be easy to use with high usability. The threshold for 

learning and using the IT-system should be as low as possible. The purpose of the IT-system is to be a 

tool used every day, but it should not be imposed on the employees. 

Additional comment 

The aspects found in the study were more concerned with the attitude of the company and how to 

get the users to want to use the web-based platform rather than how the actual IT-system could 

encourage and motivate users to use it. Therefore, no design suggestions for the user interface of the 

performance measurement functionality or the web-based platform are presented. 

When comparing with previous research, this study confirms some earlier findings about how to 

encourage and motivate users of a web-based platform for knowledge sharing to use it, for example 

that managers should motivate the employees to contribute in the web-based platform for 

knowledge sharing and that the web-based platform should have low entry barriers (Hrastinski et al., 

2011). A reason for that might be that the previous study also handled a Swedish setting, though a 

municipality instead of an engineering company as in this study. The unique part of this study is that 

it even handles encouraging aspects of performance measurement of work assignments with a web-

based platform for knowledge sharing as a tool for the purpose. 

The present study is of explorative character and should be seen as a starting point for further 

inquiry. Some suggestions for further research are presented in the following section. 

6.2 Suggestions for further research 
This research has only handled how the employees look at the web-based platform and the 

functionality of performance measurement and how they could be encouraged to involve themselves 

in it and the functionality, share knowledge and provide performance data. During this work process 

a few suggestions for further research have been identified. 

It would be interesting to study how top management in the company Sandvik looks upon the 

performance measurement and the involvement of the employees in the activity. 

A suggestion is to research how the performance data can be used in order to improve work routines 

and processes so that the company's productivity and efficiency are increased. In this project, I have 

studied how to encourage the employees to share knowledge and to provide performance data in a 

web-based platform for knowledge sharing so that the data can be gathered and used in some way. 

In relation to that it would be useful to know how the information can be used for the sake of the 

company. 

Further study could also pay attention to how the user interface should look like in order to meet the 

requirements of all types of users. Suggestions on how the user interface for the functionality for 

performance measurement could be done and tested on users, should be considered, as well as the 

chosen performance measures. 
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A further study is to look at how the restrictions for the accessibility of certain information for certain 

users should be formulated in order to fit the company's way of working and the requirements it has. 

An inventory of existing systems for keeping track of work assignments and performance in the 

company is suggested. 
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Appendix A – Interview with manager 

Instructions 

Hello! 

This interview is a part of my degree project in order to get a picture of what potential users think 

about performance measurement as a functionality in a web-based platform for user-generated 

content and sharing of knowledge. The web-based platform which is being developed at Sandvik 

could potentially be complemented with functionality for performance measurement of work 

assignments or routines. 

The purpose of this interview is to get a picture of what you as a manager and potential user think 

about performance measurement, what variables you think should be measured, what you would 

like to get from such a functionality in order to feel encouraged to use it, and if you have any 

thoughts/ideas about how the functionality could look like and work. 

The interview is documented by recording with a smartphone/dictaphone. The recording is only 

done in order to help me to remember what we said. 

Your participation is voluntary and you can whenever you want interrupt the interview, or choose 

not to answer certain questions. 

The result from the interview will be used in my report, which will be available on the internet via 

Royal Institute of Technology (KTH), and to a presentation of the result at KTH. 

There will be an opportunity for you to come with additional opinions in the end of the interview. 

Do you have any questions? 

Let’s start. 
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Interview questions 

1. Introduction 

- Explain the instructions for the interview 

- Explain shortly how the semi-structured interview is going to be performed (start questions, 

subject questions, conclusive questions) 

2. Start questions 

- What is your role/position in the company? 

- What main responsibilities and work assignments do you have? 

- What do you think about the idea with the platform? 

3. Subject questions 

- As a manager, what procedures, if any, are you using to book-keep work assignments 

performed by the employees at the department? 

- Do the employees provide information about time and resources spent on a work 

assignment? 

- How do they provide the information? 

- If it is done through a tool, can you describe it? 

- Do you think it would be useful that employees report aspects of their daily 

work? 

- If yes, do you have any suggestions to how the employees could report 

aspects of their daily work? 

- Do the methods or tools used differ between the departments or managers? 

- Are you responsible for evaluating job performance within the department in some 

way? 

- If yes, how do you do the evaluation? 

- Is it possible for an employee to view the overall performance of a routine/process in which 

several employees are involved? 

- If yes, how is the information shown? 

- Do you think the information shown is relevant and complete? 

- If no, why not? 

- Do you have any suggestions to what should be shown for the 

employees? 

- If no, is there a reason why it is not possible to show the information? 

- What would you like to measure in the platform? 

- Do you think that employees should be involved in deciding what should be measured 

(time, behavior, discipline, responsibilities, work assignments, personal 

development, feedback from employer/manager, importance, result, satisfaction, 

costs/budget)? 

- If the employees can view the overall performance of the department, do you think it 

would be useful if they give feedback on it? 

- Do you see any positive and/or negative consequences of book-keeping performance? 

- Are you book-keeping your performance in the company in some way? 

- If yes, how are you book-keeping your performance? 

- What would motivate you to book-keep your performance (in some way)? 
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- How do you feel about book-keeping your job performance in the platform? 

- In what way would you like to book-keep performance in the platform? 

- Concerning design and interaction 

- Considering motivational factors (rewards etcetera) 

- What would you like to get out from performance measurement in the platform? 

- What would be needed in the platform so you feel encouraged to use it? 

- What would be needed from the performance measurement functionality so you feel 

encouraged to use it? 

- What do you think about the knowledge sharing aspect in the platform, that all users can 

enter data and see data entered by others? 

- How do you think that knowledge sharing can influence performance measurement in the 

platform? 

- Would performance measurement be motivating for you in order to increase your 

productivity and efficiency? 

- Do you think that performance measurement can increase the company’s productivity and 

efficiency? 

4. Conclusive questions 

- What do you think about the idea of incorporating performance measurement in the 

platform? 

- Do you have any other thoughts about the subject, platform or the interview? 
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Appendix B – Interview with designer 

Instructions 

Hello! 

This interview is a part of my degree project in order to get a picture of what potential users think 

about performance measurement as a functionality in a web-based platform for user-generated 

content and sharing of knowledge. The web-based platform which is being developed at Sandvik 

could potentially be complemented with functionality for performance measurement of work 

assignments or routines. 

The purpose of this interview is to get a picture of what you as a designer and potential user think 

about performance measurement, what variables you think should be measured, what you would 

like to get from such a functionality in order to feel encouraged to use it, and if you have any 

thoughts/ideas about how the functionality could look like and work. 

The interview is documented by recording with a smartphone/dictaphone. The recording is only 

done in order to help me to remember what we said. 

Your participation is voluntary and you can whenever you want interrupt the interview, or choose 

not to answer certain questions. 

The result from the interview will be used in my report, which will be available on the internet via 

Royal Institute of Technology (KTH), and to a presentation of the result at KTH. 

There will be an opportunity for you to come with additional opinions in the end of the interview. 

Do you have any questions? 

Let’s start. 
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Interview questions 

1. Introduction 

- Explain the instructions for the interview 

- Explain shortly how the semi-structured interview is going to be performed (start questions, 

subject questions, conclusive questions) 

2. Start questions 

- What is your role/position in the company? 

- What main responsibilities and work assignments do you have? 

- What do you think about the idea with the platform? 

3. Subject questions 

- Do you provide information about time and resources spent on a work assignment? 

- If yes, how do you provide such information? 

- Do you feel that it is a suitable way of doing it? 

- If no, what other way of doing it would you suggest? 

- Would you feel more or less encouraged to provide such information in a 

knowledge sharing platform? 

- If no, do you feel it would be useful to gather such information from you and your 

colleagues? 

- Do you have any suggestion on how such information should be reported? 

- Is it possible for you to view the overall performance of a routine/process (in which several 

employees are involved)? 

- If yes, how is the information shown? 

- Do you think the information shown is relevant and complete? 

- If no, why not? 

- Do you have any thoughts about what should be shown? 

- If no, do you know a reason why it is not possible for you to see the information? 

- What aspects would you like to keep track of in the platform? 

- Do you think you should collaborate on deciding what should be measured (time, 

behavior, discipline, responsibilities, work assignments, personal development, 

feedback from employer/manager, importance, result, satisfaction, costs/budget)? 

- If you could view the overall performance of routines/processes, do you think it would 

be useful to collect feedback from you and your colleagues involved? 

- How do you feel about book-keeping your performance in the platform? 

- In what way would you like to book-keep performance in the platform? 

- Concerning design and interaction 

- Considering motivational factors (rewards etcetera) 

- What would you like to get from performance measurement in the platform? 

- What would be needed in the platform for you to feel encouraged to use it? 

- What would be needed from the performance measurement functionality for you to feel 

encouraged to use it? 

- Do you see any positive and/or negative consequences of book-keeping performance? 

- What do you think about the knowledge sharing aspect in the platform, that all users can 

enter data and see data entered by others? 
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- How do you think that knowledge sharing can influence performance measurement in the 

platform? 

- Would performance measurement be motivating for you in order to increase your 

productivity and efficiency? 

- Do you think that performance measurement can increase the company’s productivity and 

efficiency? 

4. Conclusive questions 

- What do you think about the idea of incorporating performance measurement in the 

platform? 

- Do you have any other thoughts about the subject, platform or the interview? 
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Appendix C – Interview with IT-expert 

Instructions 

Hello! 

This interview is a part of my degree project in order to get a picture of what persons within the area 

of IT think about IT-systems for knowledge sharing, to discuss if IT-systems can be used as a tool for 

measuring performance of work assignments and how that could be implemented, and how users 

can be motivated/encouraged to use IT-systems and certain functionalities. 

The purpose of the interview is to get a picture of what trends, both ongoing and coming, you as a 

person working in the branch of IT with experience of development of web-based platforms see 

within the development of web-based platforms. Also to get to know what tools are used for 

development, what technical requirements there are in order to be able to have knowledge sharing 

in a platform, and to discuss how users can be motivated/encouraged to use platforms and how 

platforms themselves can motivate users to use them. 

The interview is documented by recording with a smartphone/dictaphone. The recording is only 

done in order to help me to remember what we said. 

Your participation is voluntary and you can whenever you want interrupt the interview, or choose 

not to answer certain questions. 

The result from the interview will be used in my report, which will be available on the internet via 

Royal Institute of Technology (KTH), and to a presentation of the result at KTH. 

There will be an opportunity for you to come with additional opinions in the end of the interview. 

Do you have any questions? 

Let’s start. 
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Interview questions 

1. Introduction 

- Read the instructions for the interview 

- Explain shortly how the semi-structured interview is going to be performed (start questions, 

subject questions, conclusive questions) 

2. Start questions 

- What is your role/position in the company? 

- What main responsibilities and work assignments do you have? 

3. Subject questions 

- What trends can you see concerning what your clients request in IT-systems today? 

- What trends can you see concerning what end users of the IT-systems want from the IT-

systems? 

- Where do you see the biggest needs in your customers’ usage of the IT-systems you build, for 

internal communication within an organization or as a channel for external resources? 

- What techniques does the company use for building (knowledge sharing) IT-systems? 

- What basic procedures do you follow when implementing functionalities or clients’ requests 

(knowledge sharing) in an IT-system? 

- Have you received requests for designing web sites or intranets based on knowledge 

sharing? 

- What technical and nontechnical aspects do you reckon need to be in place to enable 

knowledge sharing? 

- Do you consider users when building an IT-system? 

- What aspects need to be considered to design for users? 

- What technical and nontechnical aspects would you consider in order to design an IT-

system that would motivate and/or encourage users to use it? 

- Concerning the development of IT-systems, do you consider how users should be motivated 

to use them? 

- How can people be motivated to use an IT-system? 

- How can an IT-system motivate people to use it? 

- Is performance measurement as a functionality requested in (knowledge sharing) IT-

systems? 

- If yes: 

- How do the clients want performance measurement to be done in 

(knowledge sharing) IT-systems? 

- What are usual requirements for such functionalities? 

- What variables do the clients want to measure or track in relation to 

performance measurement in the (knowledge sharing) IT-systems? 

- Do the clients tell how the performance data will be used? 

- What do clients usually want to use the performance information for? 

- If no: 

- What aspects would you consider to approach such a request? 

- Do you have any thoughts about how the characteristics of a knowledge sharing IT-system 

can influence performance measurement? 
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- How would you picture the interaction for users of an IT-system to input performance 

information? 

- Do you think it is good or bad to gather all information or functionalities in one system? 

- Do you have any thoughts or ideas about why companies always end up with several systems 

for handling different or the same things? 

- Do you have any thoughts about how new functionalities can be included in existing IT-

systems? 

4. Conclusive questions 

- Do you have any other thoughts about the subject or the interview? 
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Appendix D – Interview with academic expert 

Instructions 

Hello! 

This interview is a part of my degree project in order to get a picture of what persons within the 

academic areas of IT and social technologies think about IT-systems for knowledge sharing and to 

discuss how users can be motivated/encouraged to use IT-systems and certain functionalities, within 

knowledge sharing. 

The purpose of this interview is to get a picture of which trends, both ongoing and coming, you as a 

person working within the academic areas of web-based platforms and knowledge sharing see. Also 

to discuss people’s motivation to use platforms, to participate in knowledge sharing and how 

platforms themselves can motivate/encourage users to use them. 

The interview is documented by recording with a smartphone/dictaphone. The recording is only 

done in order to help me to remember what we said. 

Your participation is voluntary and you can whenever you want interrupt the interview, or choose 

not to answer certain questions. 

The result from the interview will be used in my report, which will be available on the internet via 

Royal Institute of Technology (KTH), and to a presentation of the result at KTH. 

There will be an opportunity for you to come with additional opinions in the end of the interview. 

Do you have any questions? 

Let’s start. 
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Interview questions 

1. Introduction 

- Read the instructions for the interview 

- Explain shortly how the semi-structured interview is going to be performed (start questions, 

subject questions, conclusive questions) 

2. Start questions 

- Which are your special fields? 

- What are you currently working with? 

3. Subject questions 

- What trends can you see concerning IT-systems today? 

- What techniques or tools do you think are commonly used for building IT-systems today? 

- What do you think is needed from an IT-system to enable knowledge sharing in it, regarding 

technical and nontechnical aspects? 

- Do you think users should be considered when building an IT-system? 

- What aspects need to be considered to design for users? 

- What technical and nontechnical aspects would you consider in order to design an IT-

system that would motivate and/or encourage users to use it? 

- What requirements does knowledge sharing have on an IT-system so that the users 

want to engage in the phenomenon? 

- What technical requirements does knowledge sharing have on an IT-system (if any)? 

- Do you think that performance measurement can be done in an IT-system? 

- Which variables do you think could be measured in an IT-system? 

- Do you think that data for performance measurement can be gathered by soliciting 

contributions from a group of people in a web-based platform? 

- Do you have any thoughts or ideas about how performance measurement could be designed 

in an IT-system based on knowledge sharing? 

- Do you have any thoughts on how the characteristics of a knowledge sharing IT-system can 

influence performance measurement? 

- How would you picture the interaction for users of an IT-system to input performance 

information? 

4. Conclusive questions 

- Do you have any other thoughts about the subject or the interview? 
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Appendix E – Programming part of the project 
The programming work started with a review of the previously written code and programming. 

A plan was made over all functions that were desired in the web-based platform and implementing 

the organization of information in processes and projects was the next step. The functions for the 

organization of information in the web-based platform needed to be matched to the way the 

company works. 

Functions that needed to be implemented in code in order to enable the user functionalities were 

discussed. One example of such a function in code is getAllEntities(), that retrieves all entities that 

are stored in the database connected to the web-based platform. 

The built-in features in Wordpress were studied. A class- and database model for the web-based 

platform was made. The model was updated several times. The database was implemented and filled 

with test data for the development. 

Existing mockups were updated, new mockups were made for some of the parts of the web-based 

platform. 

A framework for model view control (MVC)3 adapted to Wordpress was modified and implemented 

for the project. Classes were created in code according to the class- and database model done 

previously. Backend and frontend functions needed for enabling the user functionalities, processes 

and projects, were implemented in the theme4 of the web-based platform. A plugin5 was modified 

according to its needs in order to enable the user functionalities. Frontend and backend were 

coupled together and the implemented functions were tested. All code was commented, cleaned 

and unnecessary code parts were removed. The updated version of the web-based platform, with 

the new functionalities for organizing information in processes and projects, was implemented in the 

server dedicated to the web-based platform. 

In order to enable the organization of information in the form of processes and projects in the web-

based platform, nodes were created with the programming classes as templates and the information 

in the web-based platform as content. It was process nodes for process information and project 

nodes for project information. The process or project nodes were organized in processes of projects 

by connecting them to each other in a tree structure. In the tree structure the relationships between 

the nodes were created and kept track of. Process trees correspond to processes in the company and 

the same with project trees. The process and project trees were used for displaying the information 

in an ordered way on the screen. 

                                                           
3
 Model View Control is a principle for structuring programs or parts of programs that have user interaction. 

Model handles data, logic and algorithms in the program. View handles graphical representation of model. 
Control handles the users’ interaction which updates Model (and View) (Bengtsson, 2013). 
4
 A theme is a set of files that contain graphical appearance details and work together to create the design and 

functionality of a web-based platform. It is used to customize the look and feel of a web-based platform 
(Wordpress, 2013a). 
5
 A plugin is a program or software component, or a set of one or more functions, that adds specific set of 

features or services to a web-based platform (Wordpress, 2013b). 
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To each of the ways of organizing information some functionalities for managing both the content 

and the structure were created. There were functions for adding/writing, editing and deleting both 

information and structure. 
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