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This research is an action research. The main objective was to improve the 
processes of information management for the knowledge management (KM) 
of the Graduate School, Suan Sunandha Rajabhat University, Thailand.  
This study was carried out between September 2016 and February 2017. 
The informants of the research included: 1) six persons who were in charge 
of knowledge management, and 2) twenty users of the results of knowledge 
management. The research instruments consisted of: 1) a data record 
forms; 2) open-ended interview guideline; 3) brainstorming; 4) an evaluation 
form for the quality indicators; and 5) the operational flow chart for 
information management process. As for the data analysis, the quantitative 
data were analyzed by frequency and percentage of the current problems of 
the information management process and the needs of the users. Qualitative 
data were analyzed by content analysis. The study started by recording the 
original flow chart and analyzing deficiencies in the process. The steps in the 
process that was effective were remained. More effective steps that might be 
required and would make the whole process better were added. As a result, 
the improved processes included three main steps, namely: 1) collecting and 
filing knowledge systematically; 2) continuously updating knowledge; and 3) 
searching for new knowledge. This process was tested with users and 
involving persons for thirty days. The results showed that there was an 
increase in the rates of access to knowledge but a decrease in process 
evaluation by one index. Moreover, complaints regarding the original 
process were decreased and users’ satisfaction upon using the new process 
was higher-the satisfaction level was rated more than 80 percent. All this 
results showed that the new process of information management for 
knowledge management was more effectiveness. 
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1. Introduction 
 
Present society, has turned into a knowdge society and a knoweldge-based economy 
where by using knowledge and innovation have become then main factor to consider 
when developing a country in terms of politcs, economy and soceity. Hence, knowledge is 
an important factor to develop human resource to have a strong potential and ability to 
develop oneself, society and nation to further grow (Al Hawamdeh, 2003, pp. 1-2). Thus, 
knowledge has become an important resource for an organization. It is no longer financial 
or physical assets which give the organization a competive advatanage but it is the 
knowledge that is power (Abel & Oxbrow, 2001 pp. 4-9). Knowledge can be classified into 
2 types such as tacit knowledge and explicit knowledge. Tacit knowledge refers to 
knowledge that comes from learning with experience and expertise. For this reason, the 
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knowledge will stay with individual from which nobody can take it from. On the other hand, 
explicit knowledge refers to knowledge that is collected through writing, which allows 
knowledge to be conveyed easiliy. Both types of the knowledge can be very valuable 
resources to compete in business competion, if it is properly managed (Nonaka & 
takeuchi, 1995, pp. 8-9). With this reason, there is a process of knowledge management 
applied in several organization in order to improve the skills of management with in the 
organization. Since the concept of knowledge management has been widesrpread, many 
academians from various fields of study have made an attempt to define knowledge 
management. Knowledge management can be defined as the process of collecting 
existing knowledge in an organization where it is distributed everywhere in an individual 
and documents. It involees developing the system of a source of knowledge which 
everyone can access to share and exchcange knowledge in order to develop themselves 
and to add more skills into their work for improved efficiency (Office of the Public Sector 
Development, 2005; Bennet & Bennet 200, p. 2; Turban & others, 2004, p. 451).  
Researchers were responsible for the process of information management which is the 
development tool for knowledge management of Graduate School. There was a collection 
of problems and complaints of knowledge users where there were 5 people who were 
responsible for knowledge management. The first problem encountered was the rate of 
access to information to exchange knowledge at 10% of the objective, which was actually 
set at 100%. Furthermore, there were complaints regarding problems defect on with the 
proccess of information management as follows: 1) The owener of the best practice could 
not share his knowledge by himself 2) Exchanging of knowledge could not be made 
everywhere and every time 3) Researching knowledge was too difficult and 4) After 
submitting information to the system, it was unable to be edited by staff. At the beginning 
of the research, the researcher studied the related documents and research paper 
regarding improvement in the quality process improvement of information for knowledge 
management. The researcher found that an appropriate process improvement is the 
process of operation. Hence, the appropriate way to improve the process of redesign the 
new process for the group of people who perform the work. The researcher expected that 
after improving the process of information management of Graduate Schools would lead 
to increased overall satisfaction of the users. 
 

2. Literature Review  
 
Improvement Process by Redesigning a New Process 
 
The proceess of redesigning the new process of developing management in the 
organizaiton has 6 elements, which are considered as the basis of the system in quality 
maangement. The main process and support process are what cnables organization to 
achieve their goal. In this category, a process is defined as an activity thant is linked to the 
intention of delivering product and service to client or people who are internally and 
externally involved in the organization. After redesigning and applying a process for a 
period of time, one has to improve it, which is the management following the concept of 
quality cycle (Rachawan Kanchonpanyakhom, 2008, p. 7-53). Process improvement 
means an order of activity that is done by an owner of the process in order to analyze and 
improve the current process to achieve the new goal and objective. Siminarly, it can also 
be defined as a way to create chang in order to improve quality and to reduce costs 
(Wikipedia.org). There are many categories of process improvement, and each category 
has its own strategy to improve differently. Generally, it can be classified into 2 categories. 
The first category refers to drastic improvement that is responsible by organizational 
executive like benchmarking, re-engineering and so on. Another category is based on 
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gradual improvement, which is the responsibility of the operator who is the owner of the 
process such as improved process with a new design process. 
 

Concept of Knowledge Management 
 
Knowledge management means a process of finding, selecting, managing and sharing 
information to develop understanding of something of personnel in an organization 
(Davenport & Prusak, 1988 quoted in Keerati Yosyingyong, 2006, p. 44) and also a tool to 
achieve at least 4 goals simultaneously which are: work, people development, 
organizaitonal development into an organization of learning and community and 
generosity in workplace (Vijarn Panich, 2007, p. 3). This is also exactly concordant with 
what Pornthida Vichiarpanya (2007) once said that knowledge management was a 
process of processing information, thoughts, actions and experience of an individual in 
order to create knowledge or new innovation. It also maintains a source which people can 
access by through various channels that the organizaiton has prepared by for using the 
existing knowledge to apply in work. Hence, it will create an acitivity of sharing and 
exchanging knowledge where it will eventually  be spreaded the organization. There are 3 
elements of knowledge management which are: 1) Technology 2) The people within the 
organizaiton 3) The process of using an important issue for research such as information 
technology, which is about building the system of information management. It is done by 
developing related technology in terms of storing and spreading knowledge for 
development in organizational structure of knowledge in order to create benefits for the 
individual at the point of needs. The concept of applying technology in knowledge 
management is an attempt to harness the capabilities  of technology and the individual’s 
knowledge by using technology as a tool. The project of knowledgement management 
developed by using Intranet, Database or Groupware with letting people in the organizaion 
access to communicate, exchanging opinions and also the system of managing document 
and finding information with object-relational and object oriented database (Chiang Mai 
University, 2008) can all affect operators in every level to learn and also manage the 
potential of each individual. 
 

Information Management 
 
Information referes to any form that is processed or edited in order to have meaning and 
benefit to people who use the system of informaton. The people who use the system of 
information means a group of system that is included with hardware, software or computer 
program that works in processing, storing and sharing the information in order to support 
decision making and control in organizaiton (McLeod & Schell quoted in Sriprai 
Sakrungpongsakul & Jessadaporn Yuthanawibulchai, 2006, p. 20). An example of the 
sytem of information technology used for knowledge management are systems of 
managing electronic documents, finding information, electrornic learning, electronic 
meetings, boroadcasting information via networks, brainstorming via networks, software 
that supports teamwork and blogging. These are all the tools of learning and exchanging 
knowledge and experience through virtual platform (Sriprai Sakrungpongsakul & 
Jessadaporn Yuthanawibulchai, 2006, p. 347). Vijarn Panich (2007) emphasized the 
importances of the system of information technology in knowledge  management which 
are: 1) Convenience in exchanging knowloeldge where it can have a positive on peoples’s 
emotions 2) Synthestis in enhancing knowledgement of memebers that have exchanged 
knowledge and applied the knowledge in a new situation 3) Following new information that 
could be important to an organization 4) A source of knowledge to use for business 
transactions of an organization 5) Usinge the system as a platform for reporting 
performance of subdivision and each memeber of the organization 6) A platform for 
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additional analysis for quality assessment in various systems. Besides that, there are 3 
parts of the system of information such as entering information into the system, procesing 
and presenting results. It is basically a compilation of all the information from various parts 
of the organization or external environement of the organization. Therefore, the system of 
processing is a process of changing information to have meaning and presenting the 
results using the processed information to present to users appropriately (Laudon & Jane, 
2003, p. 8). 
 
Part 1: Entering information into the system needs to have the following attributes 1) 
Accuracyte 2) Completeness of ad information 3) Easey of comprehension 4) Well-timed 
5) Reliabilityle 6) Affordabilityle 7) Accessiblityle 8) Flexiblityle 9) Respond to the needs of 
the objectives and users 10) Conveniencet of use and11) Safety for access (Sriprai 
Sakrungpongsakul & Jessadaporn Yuthanawibulchai, 2006, p. 22). 
 
Part 2: Processing refers to modification and changing information in the system in order 
to have meaning for using. Thus, it is the process of knowledge management for storing 
and sharing knowledge. A good process should be as follows: 1) Personnel in operational 
level can make their own decision 2) It can use information with the system of strategic or 
sytematic information to analyze to be knowledge for making decision in terms of policy 3) 
It stays as a platform for communication of freely exchanging knowledge and experience 
in order to let organization find the people with useful knowledge for the organization 4) It 
can use as a tool of encouragement for learning and socializing (Vijarn Panich, 2007). 
                                                     

3. The Methodology and Model  
 

Group of People Who Gave Information 
 
The group of people who gave information includes as follows: 
1. 5 people who are responsible for knowledge management of Graduate School. 
2. Users of the process including 20 authorities. 
 

Research Instruments 
 
In this research, the researcher used the research instruments for collecting data as 
follows: 
1. Record form – to record and collect overall opinions created by the researcher. 
2. Interview – There are 2 types of interviews that was conducted: 
 2.1 Open ended interview – Interviewing the needs of users of the process of 
information for knowledge management. 
 2.2 Processing interview – A form of interview created following question 5w1H and 
used the information to record the process of information management for knowledge 
management. 
3. Close ended quesitonnaire – A form of quesitons developed from the open ended 
interview to use for asking users of the quality process’s satisfaction. 
4. Brainstorming – A technique to create new ideas from a meeting by having people to 
present their opinions as many as possible for solving problems or setting guideline for a 
certain issue. 
5. Record form of frequency – Using for collecing information of causes of problems by 
putting in order of its importance to solve and analyze according to the needs of clients. 
6. Quality assessment index – A tool for measuring quality that reflects achievement of the 
process. 
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7. Diagram of quality process – A diagram used for presenting steps of activity of 
operation and methods that are used in each activity by having quality assessment index 
to assess each activity’s quality. This is for making sure that it will efficiently achieve its 
objective of the quality process of operation that Division of Academic Affairs is 
responsible for. 
 
Collecting data 
 
The researcher collected data and information from department that was responsible for 
knowledge management and personnel who were involved and related to. The method of 
collecting data is shown as follows: 
1. Identify the process that needs to improve. 
2. Study the needs of users of the process. 
3. Set an objective and quality assessment index of the process. 
4. Record the current process. 
5. Analyze any defect of the current process. 
6. Redesign a new process by using the current process as a base. 
7. Take the process into operation. 
8. Check for the quality process. 
 

4. The Findings 
 
The main objective of the research of the quality process improvement of information 
management for knowledge maangement of Graduate School, Suan Sunandha Rajabhat 
University is to improve the process of information management for knowledge 
mangement, which people who gave information are listed as follows: 1) 5 people who are 
responsible for knowledge management of Graduate School and 2) Users of the process 
including 20 authorities. Research instruments consist of 1) Record form 2) Open ended 
interview 3) Processing interview 4) Brainstorming 5) Record form of freuqency 6) Quality 
assessment index and 7) Diagram of quality process. And data analysis was done by 1) 
Quantitative information such as frequency and percentage by analyzing the frequency of 
problems and need of workers and 2) Qualitative information used for analysis of the 
result of the research, which found that in the process improvement from the rate of users 
turned out to have the number of users lower than targeted and there were even 
complaints from the users regarding the process. From the study of the needs of the 
users, it was found that users’ needs are 1) Easy access 2) Clear categories of knowledge 
3) Ability to add new knowledge 4) Ability to edit knowledge and 5) Ability to find 
knowledge fast. From the needs that were found, it was taken to use for setting an 
objective of the process with 3 lists such as 1) Duration of getting into knowledge for 
storing 2) The rate of an owner can edit knowledge 3) Duration of finding content that is 
needed and setting quality index as the rate of the process of information usage. 50% of 
developing the process started by recording the diagram of the old process and analyze 
the process to find what causes defect. After that, the old process still remains but adding 
new procedures that help the process achieve its objective. The new improved process 
consists of 3 steps as follows: 1) Collect and save information 2) Edit the information and 
3) Search for more information. From checking the appropriateness of the process from 
users and people who were involved after applying the process in operation after 30 days, 
it was found that it was true that the rate of usage was higher than before but lower than 
the quality index’s target around 1 index. On the other hand, the new improved process 
can also reduce defect, which was all of the complaints and now users are satisfied in 
terms of their needs are fulfilled more than 80%. To conclude, the new improved process 
is appropriate. 
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5.  Conclusions 
 
The result of the research of the Quality Process Improvement of Information 
Management for Knowledge Management of Graduate School, Suan Sunandha Rajabhat 
University was found that there were 4 important things to discuss as follows: 
 
1. The method of improving the process by redesigning a new process 
 1.1 Concordance between the method of improving the process and academic concept 
of the Quality Process Improvement of Information Management for Knowledge 
Management is an improvement of the new process called ‘Process Redesign’. The 
process redesign has 4 main steps and 8 sub-steps:  
 
1st step – Identify the process that needs to be improved. The researcher found that the 
process was concordant with the concept of designing regular process of Harington (1980) 
and Paruet Uengkaneungdecha and Wittaya Suharuedumrong (2004, p. 163), which 
stated that it needed to identify the process that was going to be designed for the following 
sub-steps and it was the study of the needs of users of the process.  
 
2nd step – Try to understand the process. The researcher made this step into 2 sub-steps. 
The first sub-step is record of the old process, which is the same to the concept of 
Rainmakers (2002) and Paruet Uengkaneungdecha and Wittaya Suharuedumrong (2004, 
p. 163) pointed out that it needed an understanding and measurement of the existing 
process.  
 
3rd step – It was designing a process where the researcher redesigned a new process by 
using the old process as a base. This is the same to the concept of Rainmakers (2002) 
who explained that the 3rd step was the step of redesigning the new process. It is also 
following the same thing that Weerapoj Lueprasitsakul (2000) suggested that it needed to 
design the new process.  
 
4th step – It was to take the process into operation. The researcher classified this step into 
2 sub-steps where the first step was to operate, which was concordant with the concept of 
Rainmakers (2002) for testing the quality process. The researcher also used the concept 
of Harington (1980) for designing the process, which was suggested by Harington that 
taking the process into operation needed to have measurement and confirmation of 
operational plan. The method of taking the process into operation and managing the 
system of filling information should be in the duration of 30 days. Due to the research was 
just 1 cycle; hence, the researcher did not continuously improve as following the concept 
of Harington (1980). 
 
 1.2 Concordance between the method of improving the process and other related 
research paper. 
 
1st step – Identify the process that needed to be improved. The researcher identified the 
process from the main measurement index value that did not turn out as expected as the 
objective and the complaints about defect from the users.  
 
2nd step – Try to understand the process. The researcher broke down into 2 sub-
processes. The first process recorded the old process by brainstorming and diagram of 
the quality process, which was concordant with Samaang Paosoot (2005) who studied 
about old process with the same method. However, it was different from Kallayanawut 
Klinthong (2008) who studied from the old diagram of the quality process that was 
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recorded. It is also different from Wimolkijjaporn (2010) who studied the old process by 
observing an actual operation for 2 cycles and recorded it as a diagram of the process. On 
the other hand, the 2nd sub-step, it would analyze the defect the old system, which the 
researcher brainstormed and analyzed accordingly to Samaang Paosoot (2005), Sujwi 
Thanyawanich (2005), Chaowanee Panlapa (2007), Santi Rungsaaad (2007), 
Wimolkijjaporn (2010) and Solanki (2010). 
 
3rd step – It was to redesign the new process, which the researcher took a consideration 
of analysis on defect of the old process. Later on, cut out unnecessarily invaluable method 
in order to remain the valuable method. The method of doing altogether and increasing 
new method to push work performance in order to achieve the target of the needed quality 
assessment index was concordant with Samaang Paosoot (2005), Sujwi Thanyawanich 
(2005), Chaowanee Panlapa (2007), Santi Rungsaaad (2007), Wimolkijjaporn (2010) and 
Solanki (2010). 
 
4th step – It was the step of taking the process into operation. The researcher made it into 
2 sub-steps. The first sub-step was to take the process into operation, which was the 
same to the work of Chaowanee Panlapa (2007), Kallayanawut Klinthong (2008) and 
Wimolkijjaporn (2010). In the 2nd sub-step was to test the quality process, which the 
researcher did it by 1) Quality assessment index 2) Opinions of knowledge management 
team and 3) Satisfaction of the users. This 2nd sub-step was concordant with 
Kallayanawut Klinthong (2008) and Wimolkijjaporn (2010) but not with Samaang Paosoot 
(2005), Sujwi Thanyawanich (2005) and Santi Rungsaaad (2007) who did not test for the 
quality process from the users due to they did not take the process into operation. 
 
2. The content of knowledge management 
 Knowledge of this research means operational experience of worker that comes from 
operating and checking for accuracy from the committee of knowledge management, 
which can be categorized into 8 categories. Categorizing the content of knowledge is 
concordant with the work of Jintana Yongyut (2008) who was responsible for knowledge 
management in core competency of managing childhood education. Similarly, knowledge 
management for developing potential of learners is concordant with Daorat Kitinirankool 
(2008) who emphasized on the importance of learners for knowledge management. 
Therefore, all of these are the category for developing competency and knowledge 
management.  
 
3. The result of the new process 
 1st part – Putting information such as new knowledge where there are authorities, which 
are the owners of the information. Therefore, good quality information that is in the system 
can be described as follows: 1) Easy to understand due to it is daily work 2) Reliable due 
to the owners are the one who brought it the knowledge and 3) It can be checked due to 
there is recording information to be checked all the time and respond to the needs of the 
users (Sriprai Sakrungpongsakul & Jessadaporn Yuthanawibulchai, 2006, p. 347). 
 
 2nd part – Processing was started by collecting knowledge and storing it categorically, 
which was concordant with the work of Pakpoom Rattanawiwattapong (2005) who 
designed and managed knowledge base through the system of the Intrarnet found that 
collecing knowledge categorically and systemically, which the researcher classified into 8 
parts, while Pakpoom had 5 parts. This was concordant with the work of Kallayanawut 
Klinthong (2008) who designed collecting and storing information as the first step. The 
second step was editing knowledge, which there was nothing for the owners of knowledge 
to edit their own knowledge. Moreover, the third step was to find knowledge, which was 
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the same to the work of Pakpoom Rattanawiwattapong (2005), who let worker used the 
knowledgebase by looking for refered documents in working and concordant with the work 
of Pakpoom. In this step of processing, it was found that this allowed the worker to make 
his own decision and used the information to be concordant with the main work in a virtual 
platform for communcation and urge for sharing knowledge. 
 
 3rd part – The result, it was found that it still cannot increase the rate of users to equal 
to the target that have set, yet. However, it had tendency to increase more than the old 
rate. In quality assessment index, it was found after consideration that duration of 
accessing to information was faster, which was concordant with the work of Pakpoom 
Rattanawiwattapong (2005) who found that users can find information faster after 
improvement in process. This was also same to Kallayanawut Klinthong (2008) who found 
that it reduced the time of searching for information. From the study of the quality process 
of satisfaction, it was found that the level of satisfaction from the users was more than 
80%, which was concordant with the work of Makod (2004) who found that once a process 
was improved and achieved its goal, clients would be satisfied. Comparing between the 
old process and the new one, it was found that the new process had less steps than the 
old one. This was concordant with the work of Harington (1980), who stated that in 
creating a new process must be concise, which was concordant with the work of Samaang 
Paosoot (2005), Sujwi Thanyawanich (2005), Chaowanee Panlapa (2007), Santi 
Rungsaaad (2007) and Kallayanawut Klinthong (2008) but with the work of Wimolkijjaporn 
(2010), who had more steps in a new process than the old one. 
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