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Abstract

According to IMS Health Global Pharma Forecast in 2009, the top ten sales
volumes of pharmaceutical enterprises in Taiwan are all international enterprises.
Under the National Health Insurance reimbursement, the international enterprises
occupy only 30% of all the pharmaceuticals volumes, but occupy up to 70% of all the
pharmaceuticals sales, which shows that the international pharmaceutical enterprises
play a decisive role in Taiwan pharmaceutical market.

Most of the past studies of pharmaceutical industry focus on the aspects of
marketing, strategy, and research and development. Few specifically inrestigate the
issues of knowledge management and knowledge management influential factors.
Consequently, a research gap can be found as pharmaceutical industry in a
knowledge-intensive one. This research focuses on the pharmaceutical industry,
explores the knowledge management activities of international pharmaceutical
enterprise in Taiwan from both the view of knowledge management influential factors
and knowledge management activities, and aims to discover the key factors that
influence knowledge management.

This research adopts four international pharmaceutical enterprises in Taiwan as
case studies and conducts interviews with managers to understand knowledge
management influential factors and knowledge management activities. By knowing
inside information of knowledge management of the four companies, this research can
deliver a more practical and well-organized point of view, giving examples and facts
to the future implementation of knowledge management for Taiwan pharmaceutical
enterprise. The conclusions of this research are as bellow.

1. The clearer of the goal in knowledge management and the stronger of connection
to the daily process in the company allow knowledge researving and protection
activities implemented.

2. Higher level of organization cooperation and sharing culture leads to higher level
of reliance of knowledge among each department, facilitating knowledge to
spread more effectively in the company.

3. The completeness of technolocial facilities helps knowledge researving activities
more convenient, knowledge creation activities more smoothing , and knowledge
difussion activities more efficient.

4. The design of performance appraisal influences the knowledge creation and
knowledge difussion activities.

5. The degree of knowledge structure influences the knowledge researving and



difussion activities.

6. Sharing the best practice ficilitates knowledge creation and knowledge difussion
activities . This method had gradually become a well-known practice in
international pharmaceutical enterprise.

7. " Mentor program ; is an important way to extend experienced knowledge.
Each company has different approach to conduct " Mentor program | .

8. The knowledge protection activity includes intellectual property rights ~
information system ~ contracts - data reserved management and data destroyed
process, and the degree of compulsory execution is in accordance with the
principles of the companies.

Keywords: Knowledge Management, Knowledge Management Enables,

Knowledge Management Influential Factors, Knowledge Attributes,
Pharmaceutical Industry
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Bl FZ8 (R) 320 380 320 367 544 553 | 1.184 | 1.300
HEANR (A) | 9,600 9750 |11.250(18.,000|21.,923/22,900(42,773|50,650

oo fE 212 237 135 145 330 335 677 717
o 225 240 740 759 470 484 | 1,435 | 1.483
I Y 60:40 | 59:41 | 80:20 | 79:21 | 65:35 | 66:34 | 66:34 | 65:35

B E R 543 583 | 1,295 | 1314 930 974 12,768 | 2.871

FARKR:HBE A FELLFFRY v HBZ A GBI EFTHEE o
AN p s FEL L E4ad ] o 2010

% 2-62008~2009 & A FE E A LY Lo H

FAE¥ G & o fE #oME HATHE K
F 5 2008 | 2009 | 2008 | 2009| 2008| 2009| 2008| 2009
7 ¥ | 417 439 46 58 524 595 895 976
B % 205 203 82 84 200 163 323 282
P& 68 58 7 3 16 1 77 56
&% 690 700 135 145 740 759 | 1.295| 1,314

)
e
&
A

1

8
¢

N
o
[
o

TR B A FE

2000 #AREF LD 2 m T S FLoon g FE )V HATR R P

# jé“ \#ﬁ_‘}'@\;ﬁ%‘?” jé“ \j’ﬁ_‘éﬁ‘”b’;’ 9uﬁ LP{FJ%‘IJ'?E’Zd 4‘_@,",;)}” é/‘:-ﬁ_’-;" ’ —l{r’z’}-\, 2_7 L*"-i—-,:l-, o 'HT”I

SHe

CHBTETE

%
(o]
(0]
o
e
Rl
o4
\'
e
>
o

7 5 gk
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% 2-7 2009 & % F 4 & b7 4 & i W)

IRy e

e Eebi 63 o & E
o B R A B 230.0 18.52
HALE BT IR S A 2 178.5 14. 37
R & 175. 3 14,12
HLI S e A 150.9 12.15
BRI E 145, 3 11.70
AR B 7 4 73.5 5.91
s 30 B i din B 71.2 5. 13
R 65. 9 5. 31
£ A1b 151.5 12.19
43 1,242.1 100

TR KRR © A PR ¢ ITIS 32 % F 12 > 2010/6

FULER KR 2009 FAFw L AGHELHLREFIATLR
130.1 B~ > ¥k BN #F 5 F0105% > 4 & 34246 10 R~ A &
% —Norvasc ~ Lipitor ~ Diovan ~ Plavix - Glivec &2 Crestor » 2 # Glivec % ri

- Rt E BRI en B E o £ 2-8 L AR2009 E F R S LIR

w20 X AN Y SFZ A&t 20 X A M BN G

==
E
=
<
Y-w.
T
%

211 =~ > } 2009 & Ep & % QA 4 8 35 K 48% o
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# 2-82009 & A R & 55 F-4 G35 20 < A &

2009F 4 & E B kB F(EL)
| Norvasc Pfizer 28.6
2 Lipitor Pfizer 14.5
3 Diovan Novartis 14. 2
1 Plavix Sanofi-Aventis 13,9
2 Glivec Novartis 12.4
b Crestor AstraZeneca 10.4
7 Amaryl Sanofi-Aventis 9.1
8 Kogenate FS Bayer Schering 9.1
9 Recormon Roche 9.0
10 Herceplin Roche 8.6
11 Nex1um AstraZeneca 8.3
12 Enbrel Pfizer 8.1
13 Seroquel Astrafeneca 7.9
11 Co-Diovan Novartis 7.8
15 Tazocin Pfizer T
16 Iressa Astraleneca 7.4
16 Viagra Pfizer 7.4
17 Cozaar Merk SharpiDohme 1.l
18 Taxotere Sanofi-Aventis 6.7
14 Celebrex Plizer 6.9
20 Fosamax Plus Merk Sharptlohme 6. 2

AL KRR A R ¢ o ITIS 3+ % B2 > 2010/6
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P8 omonz i AEP R

R L Y

- BRT Taem P ¥ gmuEam g e TEM T FR TR
TR RARM PR o g TaR ) - IR F I FF RN ROER -
Harris (1996)35 &} s RT3t ~ ~ i # R foig e enle £ - Beckman (1997)%f
WABOTER L AR EAFETRZ T ARERE > T g A gD
3 fF s AN S B AEfEA-2 B Y 0% 2% o Davenport & Prusak (1998) %t st e 2 i
RoTamE - BN R R OB AR TR NS Y A g
W AR e 40 G WER S TRFTAEEFEFFA o Zack (1999):% % &
WER AL E ARG LD R AT LRERH mfjké'\rr;%k > Breman
(1999)#-iff 2 & & $0 Fid BB R F 1S 7 o7 e At g d 24718
T TR E A EFEG W A BRI~ 22 & know-how 0 3 * ki
A 41 o ) @ @ AaE F(2005) %+ Amslene & 5 (T ArRN G RE 2 R

GRS TSR ST S LY R SR E R L

Ak

FRE R EST R G 0 S FIR M Gens s R0 A4 FIR M e
o F &R g R o

Applehans, Globe & Laugero (1999):% & +rahr it chb < £ 3 a3t T it
42k o Nonaka Pidp 41 > 4w £- MRS & > T H 2 BHA L § %7 D
WA TS T (Ba)y arfam i d AR o T g e s KGR
FRHRLE EF¥ET RAP 9 frBRFRAAE R T FRALET B E

( Nonaka & Takeuchi, 1995 ; Nonaka, 2000) > 4- ] 2-3 #77%

DB TR B 10k (2007) ~ FIR(2007) ~ T H 5(2008)3% ¢
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=" Individual

Individual / '
Cc-nte-{t : Context
g ™
y
e -

B 2-3 F A& ampingd 3
i 9% Nonaka (2000)

=

Fut o FRFOR ~ T Bk % & foak > Spiegler (2000)#% M0 FE -

W R E R s 0 B TR TR i R ol TR
B f2(knowing that )12 2 F AL &JZ i chg & 5 @ 4vashp| f e 4o e (knowing

how)» ¥ ¥ § FMAJLE 15 chd b 2 % > Hiffee 45 £ATHFRE 0
AESBEY N LF S A R oy PR IR R Soig 3R R gk R ((knowing

T~ I

when and if ) = @ Sena & Shani (1999)~ #-frass Zige BrEk: T4~ T2

BEFE S 4o 2447 o

SR B A AR Al 87 50 R AE 7 4 Aotk
B B AR 1 69 B 3R
18 45 3 45 19 408 A 6 T

VBOE S g X FER

v
1845 i/

Bl 2-4 TR~ T3~ s ar &
7ok & R Sena & Shani (1999)

\

AP FEE L LB R o A B R B Y 2

15



TA BT P AR SR BUE B BT A e 5B

A
3
w1

¥

©

N
&

BEGRPELE SN Latha R o

L B

2

G e e AR s L F R A A N s [ H

MGE R s kSt s W KEM 3 T 4 % (Kogut & Zander, 1993) - #F
i AT Y 0 T OLE IR BT DB RO R BRI A G v AT
(explicit knowledge )7 jh *& sz (tacit knowledge )& < #5%> 404 2-9 #957 o @ &

m__,EaEf—"l? y ’}’E‘!%}%\J‘P’Amlﬁ Ka% b“l s} %Fl ]"J‘ y 1l X I["—lx rr]é_l ’K(lﬁ; A~ ]_ﬁ]rgg

k}a ‘E' ‘ﬂ«)r—& ]B;Z PE'*#« ///47\*% o

1. P rEaemiee ol koo Foamd

(1) p *&4rs(tacit knowledge ):p v g p o i 2 0 & 0 F 4

F I iT
BALIEL 8 G YD B 2 YRR R

ff’?ﬁ'\;}» B A 4 &mm:gg]ﬁl ~ zb,;?;l. r} ~BR EJJI\ ;}-3—;74:\]4 mfr""—k » 3 ’#’_{Tﬂ é’-_’é
FIRL s AJFEN BADE RS GRAM G > BB EY F 27 AR

R LA B Y R AN B - AR T - 4

i
FPRE I BUise o A2 A ARG BERE T IV EAFR T 28 ¢

it o

(2) *t &g 4oz (explicit knowledge ): ¢ &g Fra £ @iz it ~ kBB R e TG HL A

e BN e ks aeate AR RE R B A P R A
PR G ORRT R 2 F R BEMOTE B PN R R

g

BEBARRRELfor F o R fgimE ~ BN o Frest LA T

* Nonaka, 1991 ; Nonaka & Takeuchi,1995 ; Tiwana,2001
UM EREIT A A 35(2008) 5] B (2008) % <
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NE -3 BT B RE S

"

I - FE- U=
ERemE s PUEEE NN R F Sl vt BN AR E

R CBEANT > T BRI M

% 2-9 N ORESrimas e l‘&p FUTR L i

T o BF 4

LR s sk (R ) AT L e (o e

PRAERM D FI 1S TR [ PRAERF G EBRE S IR RS

B At i
A~ H E Ay FEfE AR EBE
PRA T R R Wb AH T PR 0 T ARl R

7ok % % Nonaka & Takeuchi (1995)

2. 1B % g i gk e®
Nonaka (1994);:};; ’ ﬁ‘f'%& rﬂféﬁﬁ Ti_aﬂ 7‘ Ft-:' ’ 'P—I /7.7\ f; f]} A il](lndIVIduaI) j-rggu

¢ e 3] (collective) frgsh o A Al draid B A A1B T P R BB X B o Apdteh

A e L B Al 0 K R g

®

BrE g TLAR R 2 & (2000) KA A G Tip A & le _ng FEko o L g

&G OREE B A e f%;—'z‘r'g"’ 1 e LR AR R OF B A

~
NS

%"

;X IRy TECICR N AN Rt A

[

k‘\’ﬁ&

i dp b R b R Ea e Rk

O, Er m;r-ck o i A er-’A.‘; %;?:%« # A P ﬁ_ﬁ’:fx‘rg%\‘. , wgrq’_gg, N ﬁ.}i:{; » B AT @
FI* @ r > FHEd R 3 RBEOET s LA A K e B A AR e R e ah

B Ao @] 2-5 77 o

Pl BT A F2 2(2008)
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e 18 A fo 8 B o
Ha iR AR (Individual Knowledge) (Organizational Knowledge )
[' BB A ok iy %? /0 AR RRE
2 £ *BATHANA - FH o GBI AL E
SR PR ,
e £lE -~ ER o K B ot E AR
£ 4 * ABk I E -~ RIEFME
o BB~ REER o ik ET A
° E&‘ﬁ 2 v,g.k%

Bl 2-5 B 4 @k e B A

7

18

758 % R Arthur Andersen Business Consulting (2000)



FIE wREEEFERE

3 K24 A4 &5 ¢ < (American Productivity & Quality Center » 2000)
fo& % Arthur Andersen (1996) B 4 chsvit # LR L HET] > dp vt g 922 3
RO TR R IR AR R g W RE R K o AL S APQC i g L 4E o A
ParmE e &4 5 TR T s TEAMR e T
Bk, c Hpams e
(-) R i ¢ Frpd oy L3 528 0 27 gonmp L3
R ttﬁtrg;%? @ FL; 75 pEp R o

(=) g#«v Lie g A ¥R @r\_«ﬂm\* : gﬁk;;'\@ B 2z s fan
RS E  EENRTE R T EE R RRLRTHEY 2w R
1EFHRp e R ARG RGE

() Fafsk:e g aEp i A7 udEpsampra i f1d3
dhmen A BomdE s P FREA LT ek BRT S TR kR
A FHETESFEAle T oo

() FE4pih: o 7 e R AT e FE NI L A an®i e dpif ok ¢ Lavgy
WA ESEFRH TR RPN o
Spek & Spijkervet (1997)» #& M Arahg A & ¢ dEw K fonk D2 L

EHE AT R TR L FE B AR Y R M 2500 T

WE R R _E'_%kt‘ HATEh IT:-;JZ b B s IFB?"?J%?IE':P_%" e &l
AR A AR R DSV ERLE Y - BEL OIS FL TR

P
AR g Y s > L2 2P F Y AleRa2g o @ Albino, Garavelli
& Schiuma (1999)45 & £ F v B E N E T+ o 45 0 FF~ 1~ T p s~
Bo b Bond pr s KA amET A A Ll Ao 2105

EE K PR RP R E g

7O BRI A R 2% (2008)
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i

YL T L

Arthur Anderson &
APQC

Leadership, organizational culture, technology,
measurement

Earl

Information Technology, people, and corporate culture

Holsapple & Joshi

Managerial influences, resource influences, and
environment

Arthur Anderson
Business
Consulting

Information Technology, people, and corporate culture

APQC

Leadership, organizational culture, technology,
measurement

Stankosky &
Baldanza

Organization, technology, leadership, learning

Holsapple & Joshi

Culture, leadership, technology, organizational
adjustments, employee motivation, external factors

Andrew et al.

Information Technology, organizational structure,
corporate culture, knowledge obtainers, knowledge,
transfer, knowledge application, and knowledge
protection

Chourides et al.

Strategy, human resource management, IT, quality and
marketing

Hasanli

Leadership, organizational culture, structure, roles and
responsibilities, IT infrastructure, and measurement

Davenport &
Probst

Leadership, performance measurement, organizational
policy, knowledge sharing and acquisitions,
information-system structure, benchmarking and
training

Bixler

Leadership, organization technology, and learning

Mathi

Culture, KM organization, systems and IT
infrastructure, effective and systematic processes and
measures

Yeh et al.

Strategy and leadership, corporate culture, people,

information technology

FALK R AT
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K EF RN e a4t VAR RS < RS

]

Leadership ~ Culture ~ Technology ~ Measurment > 4-™ #% 2-11 #7775 :

y -0
Leadership

Culture Structure ~ Learning

Technology | Technology infrastructure ~ tools ~ technology

g2k > Mian (2009) #4122 F BT BRETBEE LS E R TS 8
FEHE S FIEHAR R R 0T o A AR R TR R TR
ERRE S L LB D AL S RN i bl L I e e
S B TS B R 0 L AT S T R
BP0 A AR RR TG B T AEE R STk

TRy TR RER o ea D T T F)S R BT

%%?ﬁ%ﬁ*ﬁ%ﬁﬁﬁ@ﬁﬂ’@%ﬁ{%%%%i%jﬁﬁﬁﬁﬁ
o PR AR TR F B E g e iE 202 chfp B g 0 iR

4

IiL( I]\ %KJ‘(' A.rr]‘aah’l: ~ 13,—” ';j__,_,rr-—wl&—«g o) 5é ‘L /é} ‘fl E—jf]a}»ij,u é‘l; 4 (‘]ager’ 1999 ;

_ﬁ

Mertins, Heisig & Vorbeck, 2002 ; %] f& » 2000) -

B ? g eaegi i B e ) £ 2bY £ & (essential) 2 £ & H(important) - &

~
.
N

oo @ AR Ary 59%eniE MG o 7 A ALY A dF(none) et AR 4F eh
(poorly) ; @ & T o & g?‘»« o EY kRGP R B ¥ AR IR

21



A BRI 0 T9% R e ML R ALV ER A LR g A
PR 0 T2%X el LA F AF 2 (excellent) T2 4 A L (fair) ;
IR R R m';'“}}?m*v R A ER R LR
72%3% 5 Fn}ﬂ%éb# TEAEL LG 50%h PG O F ARMEZLY A HFA T
4% =i( Hiebeler, 1996) -

1395 Hiebeler (1996) 7= 5 » + 304 2 2 3¢ AR R F 4o e d & 14
e P72 Renig Jg I At g, 4 & 40 2 HAaah g AR R R
TR IR TR o T AR K A P R R R AN F Al

ARG Rk o AN Ay iR e

fATES g TR P 0 AR %ﬁ s g RO R P T RH I T B
B B F &8 8 AN WENFRA A A g hle
(Mertins, Heisig & Vorbeck, 2002) - @ Connelly & Kelloway (2003) % 3 » &7 ¢
EIFRFEs T A FRARG A1 BF I BRI @ s 3 FY o 4 %‘é"*‘ 2

L AR IR Py M AR Y TR

Nt
o
ek

3.
v

=

>
1T

KHE A PR T A d T Rk fod ¢

fu

7 @ T e 3 58 (Knight & Howes, 2003) « - 4k 1+ @ T e e Y i S

md T AR RSN BRAE A AR L A AL A E
WAL (P~ 2 % 5 3% 1997) - Bennett & Gabriel (1999)3% & e sk F i 4
GARUARG JPtArE @ andad o PR F RE- MR 1 LA BRE
(empowerment) » ¥ 3% B R 1 $HivahF L annle & S8 g 0 & 5 drabblid b 4

3L % 2 BAIFTE B A7e0% & 12 ( Kermally, 2002 ; Yahya & Goh, 2002) o 3t
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2

AR T mfr-;g&? WEE 41T Bhivish 3 Eichlig 2 BER 1Y Ao
e engs 4 ( Knight & Howes, 2003) -

Nonaka & Takeuchi lig— #H4gdid # @ + & T kg 58 gy ey
e e G A E S N Y L F URSE T B L R g
FENCERER - M LA TSP R AT 8
CEIER R UETN e T T N F SO S E R §E
WERIL TR CrE L L Fr e onFpid P ataThgmEs
RRNTER FE LI ER L3 RIES T S ET S R TS S RNCNE
BRBA ML 24 20 - R 10 R L EBRPL A H S RE G o

Al s 2 FF F 1997) -

P

(2) PR p F i R

SF RSP T TR A g IR LIATRE  dofe T AT s A 5% R o
WA R e LG sl * ¥ A A ECES T s R w e R o P
FORAERDPATRLALIALEINR G dreE P2 P AFE S F

e % o 2 AR B 48 & IR ( Dierickx & Cool, 1989) -
(E) iRt FHE-ERY ¥ 5O RR

Pkt 5 Mo REER L 0 Fla i B3 WG hd 17 f B e o o
B LT Es KA AR5 £ Aeh § ¥ ( Sherif, 2002) - Sherif (2000)#
N e Aok 2@ B ah gk 8 w0 ¥ | 1 ehidE o Earl & Scott (2000) R 4,
MEERF S 0P RAamERaE &P L AR L R Rk § E 2L )
* feztoDavenport & Prusak 3 i o @ B = B f v g Imeand = & B (s
P 1999) » doF LAER NP FHFHE UG R S AR N H P2 o
& 12 (Knowledge Manager) & =z £ (CKO, Chiefff Knowledge Officer)(:# p* 47 »

2000) - p AT F ARG FRA S G ORI g8 - Bl L
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S FAFE DRI o wREALf FREI Oy By

WA R o ® A B3 p AF Y (35 hnsg - 2000) -

bR R AL EHARERGAT PREFRER RGP
T2 E RO RIFAMF  AAEERARY CFHAEF LT AR
PRFEG TRFHFE FEO 20 PR R 2 R AT P A
RAAEFERT I PP ERTEF A AR FRFERY FHR FLT R

- v 2z
BRI

% Heisig & Vorbeck (2001)4* g w0 I 7 <~ £ ¥ T M1 > F 47%:02

HABERER > TFIEFE LRI

FREIHPTBEEEY R P IR LR o LB L ER BEHY
VArpIATE R 2o R B AL R T PR R 2 2 e Soenie iR v S 1 R

i% iy @ (Jager, 1999) o ¥+ ¥ 47 £ ¢ 32 2 & (Arthur Andersen Business Consulting)
e b TR P, AEhER Y LT URBRA GRS CRPEL L A
SeEYn FHRBENE AR D1 (E4 B0 Mt eddefie- HeangEi gy
(¥ 7 iFe¥ > 2000) o 12 T AH gt L BRI Z N v i s £EY L

ZOAE 2 Ak
() gy

R G AR e ek oA T gy o 24
e inbfdt o FHY v i e g R AT E L A2 A K oy
Py e RS2 L e afE R EATEAR S R L F D e aT
Eowfd > W2 T L8 a o 4oBl2-6977 0 @ i e ik 0 Ao

I i (T AR(E P 7] > 2002) -
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O R AL B s i
$B S 91K W Je 3,
OB e, ———

SR Jo 3

ER R R ST b 3
Er e S

£ i o 35

—_—
1 36 dor 3l

Bl 2-6 A & s i
74 kR ¢ Liebowitz (2000)
FHRNP A2 v g1 - g a2 de- FAPFENFY ~
o EtF B L eSS Y TR LS A ke P
2002) - 1395 2 (Schein, 1985)F gl » M & 3 2 F A g it eh- iy > 4
SHEZBEF I AGAFGRE ERATHL 75 OKTFE R G M
ﬁﬂx%ﬁﬁ%@ﬁﬁl%ﬁWJHiiyﬁﬁ eA) A (2fSES R 3

o ke 3 IR tlgd ’1@\)

7

Hauschild, Licht & Stein (2001)z% & F & 4rat § 1L 2 chos @ H gy 43 & 74 5

AT RAED G - B EITRE  BLRT R 2 B e@ahY o it P v A
BMEEAHF AR SH S BHEPLEFR R SHHF L ud P HT
Fo MR TF R M S S A S H D PR G BRERIE R AT 2

fligaogs s 3 h i B 0o enavied 4 (knowledge pull) - B g itk

—
pa

AT R B P R R R e T s FAER s s w2
i TR~ BORE Rk Y

AATAVE IR AT 3 B AIRT ) T A

4

|+
P
3

A
-@3 .
g‘%
bl

FEAR Y AR R % k- B AL Rk
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bl g A S S i T G A £ R ] R

:
g R b BiEAAR S 3 ¥ 24k en& £ (Figallo & Rhine, 2002 ;5 Ford, 2003 ;

Krogh, 1998) - = & ¥ & f 1 chiz T » P F%F R 1 uhhl £ » ’:p&%&é I

TR R PR G R S js;f#ﬁ@% L fr, FRE 1 jj‘ﬁ,iv'é@ ARG AR

F % (Connelly & Kellowsy, 2003) -

A= LR TR #g LA R Ak g?‘i@@ ,é/;%ifgnt, * R -

=2

R AR SOR O BURE i ARl S AUE EE L S

' 2

A L

—=\

EIERAR @ s R PRS- R EF R R ERED
FE R A~ % sozk(Jager, 1999 ; Yahya & Goh, 2002) » B 1 % thsk 3 foibenfp 74 24

1Eﬁﬁ’a{ﬁbgﬁgaﬁﬁﬁé ‘‘‘‘‘ gﬁ&qfﬁﬂmk,ﬂgﬁ

i
e

s e A 2Ep 2 (Connelly & Kellowsy, 2003 5 #° 3# 3 3% > 1999) - F]t » % ﬁfah e
iiflﬁ'vﬁlj@f:r»é\_%.ﬂ%’#[@;ﬂ:&-é‘r’?ﬁs‘%}_@_f@p)\% TIEG Y o

@ Davenport & Prusak 7% 5 ¥ & i = 82 7 LR L E R 2E g

ko e N EMT LGN E 2R E R ERFEL 2GR GELED FR

*P%iﬁ%@“ﬁf’@%5?@@\$ﬁéﬂ‘ua»$¢ﬂﬁﬁﬁo

o g Y DR P A G 4 B Y

2

™
|~
EX)
Vel

¥
AFYEAF LR pFREPFY R a7 Epsl o A LT
¥

=2
Y

w
=
<

IR RN LS SR A RRUERE T S Y

T m B LT E R ~BIfY s (TR AL Z 2 it? » & ﬁ T &
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B S SN

PP LEs AR oA i i o B R 2 AAH B A RS
M AFERERAFET oG 4 PR E1T AT o gt il fodinse

#(Jager, 1999 ; # zE 3+ > 1999) - Heisig & Vorbeck (2001) 4+ ¥34€ B {v & i c4F L

=

-~

"%%E‘.f—?mfr'?g\wg LV SRR IR ke S A +fr"“‘\"gi‘“" 3 A&E e Zack

(1999)in 5 T A Lo F Iy Py 1 w88 ¢ 5 EFIol - Lh R~ A

B

B R B SR el 2 F RELRARMPN F 2 EPN B OES
T FRYF R AR KT DT EE FTAHEL REFY LA LIS
HER* MEIHRY S AFERY PONALIE AN THEEDRY FFEFTHE

[

GRS E LT L ER 5 IR P & A S A B AT

Eis
G

@AW#&X@*A g v ek o

Ruggles (1998) 7 .~ R4 i @ (Tl g L2 4~ > I RS (TE R A3
BE AP i & £ 0 0 i (intranet) ~ &% 75 #icdy (data warehousing) ~ &
HeAog R (knowledge repositories) ~ 3% #7431 % (decision-support tools) ~ 12
EAEEHMER AL EEREF . Ruggles s & 2 B E &2 ) IRE R
SV ERUREES Sac BRLE X SRNES S 24 E-A e T

BT AAHT S At B ¢ 45 R T 4L R (Gottschalk, 2002) o F 3t
FLET Lo AN RAEE W o iR ‘}ﬂ . i@q%c/:}, ol Fg s f;% » T
EEFTRNG RAE R P -t Ae @B M T (F R 7 2000) o A FaT
g @ 5P IR (intranet) o e IR L L A3 A ML chira g 12 2 5L ;f;vs % 3]
0P IR ;Usfrbfr ' ag}b;ﬁﬂ%i?ﬁy%; 4o %P"f" - ok
TR o desg B enT o 2 Bt 2 P00 2 B 1 e i (Bennett &

Gabriel, 1999) -
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% FRPHAS AL G i AT AP OR AR R

,J:’/‘ $E‘_F“t} 2000 _& mp% :i j‘r' r? I\T’ m‘B &L‘ ) K//‘

o RFRF T A L IEAR B .Amgﬁ#,Lu%wswawgrﬂh

S LR M
£ % (data warehouse)~ &£ ¥ p g (intranet)~ £ B (extranet) ~ # %= #ic %8 (Lotus
notes) o @ £ #(2001) 44 $Hra@s g 2T & P enF A HE A L E AR Y 1 5

BA 8 deT £ 2-12

% 2-12 ’/"f';%k;ﬁ.; o v 'J‘)TL 7}—'-5& RPN A )

18 A

2 e B (Www) ~ 39 e 2k~ 3 e i 48 (Lotus notes)

-

4%
F o

L~ #pAY 5 e % (neural networks) ~ ¥ & Bk ~ 2
VVELE L R - LR g A

;B eV e B (WWW) > PR T 388 e L
i k8 (Lotus notes) ~ iR EERE ~ R K H
TR e R R BT v B
A€ Tk~ E-mail ~ e R Ry

FHL kR T PR H(2001)
ORI ST R R AT TR PR SR R S

B85 TR TR B(Hendriks, 1999)0 d t F il AL B K & T B #@,lrt 3
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