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Abstract 
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Title: IT’s Role on Knowledge Management in the Sales Forecasting Process at IKEA: A Focus 

on Statistical Perspective 

Definition: Knowledge Management (KM) can be summarized as tools, methods and 

philosophies that are used to create, share, develop and organize knowledge within an 

organization. Information Technology (IT) refer to the technologies utilized in promoting 

Knowledge Management. Sales forecasting is the process of estimating future sales and is part of 

an organization's daily operations.  

 

Purpose: To offer an insight into knowledge management in sales forecasting, and the role of IT 

in the process. 

 

Method: This case study adopts a qualitative research method and an abductive research 

approach. Data has been collected through semi-structured interviews with employees at IKEA 

who are developing a statistical sales forecast model. A thematic analysis method has been 

implemented to identify themes and patterns in the collected data. 

Target group: Parties with an interest in ITs role to manage knowledge within an organization. 

Conclusion: It is found that the use of IT is crucial in the development of a statistical sales 

forecast model. IT is clearly required since it involves data science and machine learning. It can 

be said that IT has an important role in the continuous creation of sales forecasts as it provides 

historical sales data on which they are based. Furthermore, it appears that the development of a 

statistical sales forecast model requires a high level of knowledge management, and that IT 

serves a central role in this development. We find that the use of IT supports the knowledge-

creation processes on individual and organizational levels in order to create the sales forecasting 

model. However, IT is not the source of knowledge creation, it can rather be seen as a support in 

knowledge management initiatives. 
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1. Introduction 

 
 

Advances in information technology (IT) and data gathering has had a great impact on 

organizations. Taking advantage of IT has not only become a beneficial strategy, but a necessity 

for organizations to survive in a volatile market environment (Brownlow, Zaki, Neely & 

Urmetzer, 2015). The IT-evolution is one of the main driving forces of the transformation of 

today's society to a ‘knowledge society’, where the profits depend on knowledge assets rather 

than material assets (Maier, 2007). Only the organizations involved in the creation and utilization 

of knowledge can hope to benefit from this reform (Becerra-Fernandez, Leidner & Leidner, 

2008). Collective knowledge residing in the minds of an organization's employees might be the 

most vital resource of today's organizations, and learning how to manage this knowledge is 

therefore crucial. Knowledge management (KM) is a concept for managing and sharing 

knowledge within organizations and companies (ibid) and therefore a potential way to harnessing 

this key asset.  

          

Sales forecasting is one of the affected processes in organizational daily operations. It is seen as 

a tool for organizations to keep track on the company's health (Borousan, Sharifian, 

Hajiabolhassani, & Hazrati, 2011). Forecasting future sales is essential for an organization to 

allocate resources and create strategies in order to reduce potential losses and gain economic 

benefits (Fan, Che, & Chen, 2017). Conducting an accurate sales forecast can be a crucial factor 

between surviving or reaching success. The fact that future directions of organizations may rest 

on the sales forecasting makes it highly important for managers to prioritize and put effort into 

its improvement (Borousan et al., 2011). However, today's sales are often forecasted by using 

judgemental methods, which therefore heavily relies on an individual’s own judgement, 

knowledge and opinions (Sanders, 2017). Such heavy reliance on judgmental method means that 

there is little, if any, knowledge retained within organizations, regarding the sales forecasting 

process. Once individuals who hold key judgmental knowledge leave an organization, it is likely 

that the organization loses its knowledge and key competency regarding sales forecast. 

Therefore, an application of the knowledge management concept within this business process, as 

well as an application of IT to assist knowledge management in this process is of interest in this 

study. This research looks at the sales forecasting process from a new perspective, using IT as a 

tool within knowledge management.  

 

1.1 Practical Challenges and Research Gaps   

The concept behind this research is to gain an insight into how knowledge management can be 

used in the sales forecasting process, but also the role of IT in this context. This is carried out by 

conducting a case study at IKEA. Today, IKEA spends a lot of time and resources to conduct 

their sales forecast. At present, their sales forecast is manually produced at a store level, mainly 

with the help of Excel spreadsheets. In order to ease the workload, the organization works 

actively on the development of an automate statistical forecast model. By providing this tool, 

they hope to reduce the manual work and eliminate the risk for human error. It will also enable 
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IKEA to rely more on statistical methods, rather than judgmental methods. However, to take 

advantage of the existing knowledge regarding the process of sales forecasting requires a high 

level of knowledge sharing. At present, little is known about how the knowledge management is 

practiced within the sales forecasting process, and specially how IT assists IKEA in managing its 

knowledge within this key business process.  

 

When going through literatures, we are able to identify two research gaps regarding IT, 

knowledge management, and sales forecasting. First, there is a large body of research on the 

technical side of sales forecasting, such as how the use of machine learning can improve 

accuracy. Yet, there is very little about how to manage the forecasting related activities, for 

example: how to utilize, share and develop knowledge about this process. As Fildes et al. (2003) 

observed: “We seem to know a great deal about the technical side of forecasting, but very little 

about managing forecasting related activities” (Fildes et al., 2003). The issue about a lack of 

knowledge on forecasting related activities is also highlighted by Davis and Mentzer (2007). 

They argue that we need to increase our understanding of how managers should undertake the 

challenging issue of improving the organizations’ sales forecasting. This research undertakes a 

perspective of IT application in knowledge management in order to improve the sales forecasting 

process. Second, with regards to the topic of knowledge management in sales forecasting, 

available body of knowledge on the topic is limited. For example, there is a research on how 

knowledge management can increase new product forecasting (Borousan et al., 2011), and a 

research on the relationship between knowledge management and innovation (Santoro, Vrontis, 

Thrassou, & Dezi, 2017). To the best of our knowledge, there is yet to be a research on IT and 

knowledge management in the process of sales forecasting.  

 

The practical problems at IKEA and the two research gaps specified here prompt a research 

endeavor on IT application within knowledge management to improve the sales forecasting 

process.  

 

1.2 Purpose & Research Question 

The purpose of our study is to offer an insight into knowledge management in sales forecasting, 

and the role of IT in the process. This is conducted through a description and explanation of 

IKEA’s use of IT in knowledge management practices within their development of a statistical 

sales forecasting model. The research question proposed is comprised of a main research 

question and two sub-research questions:  

 

● How does IKEA deploy its IT strategies to serve the statistical perspective in sales 

forecasting? 

- How does IT facilitate knowledge management at individual level to serve the 

statistical perspective in sales forecasting? 

- How does IT facilitate knowledge management at organizational level to serve the 

statistical perspective in sales forecasting? 
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1.3 Delimitations 

This research is addressed to IKEA and, more specifically, the team working on the development 

of an automated statistical sales forecasting model. Therefore, this study has its focus on the 

statistical aspect of the sales forecasting process. It is the goal of the authors to investigate the 

role of IT in knowledge management within the sales forecasting process, without any intentions 

to conduct a study which is replicable within other contexts. Hence, other elements that foster 

knowledge management, such as organizational culture and strategy, is outside this study's range. 

Furthermore, this thesis is delimited by ignoring technical details of the statistical forecasting 

model. 

This study's empirical data relies on semi-structured interviews with employees who hold 

different roles within IKEA. Due to time limit and the scope of this study, we have to delimit the 

number of interview respondents. However, we are confident that there is enough data to reach a 

meaningful conclusion. Additional time and resources would be useful to conduct further 

interviews with additional stakeholders, such as the Business Navigator-team, in order to 

investigate the sales forecasting process from a broader perspective.   

1.4 Target Group 

Apart from the studied organization, IKEA, this study is primarily targeting organizations that 

has an interest in applying ITs role to manage knowledge in an organization. Not only does it 

target an organization that has an interest in IT and Knowledge Management, it may also be of 

interest to organizations in the retail industry that strives to improve their sales forecasting. 

Furthermore, we believe this study can be of interest for students who intend to investigate 

further about IT’s role on knowledge management in different development processes. 
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1.5 Dissertation Structure 
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2. Literature Review 
The Literature Review will initially define sales forecasting, data, information and knowledge, 

followed by a description of the knowledge-creating process. Furthermore, a description of the 

relationship between IT and Knowledge Management is given as well as a critical perspective on 

the literature. Finally, the chapter ends with a presentation of a research framework created by 

the authors. 

 

 

2.1 Sales Forecasting  

Forecasting is a process used to predict the future (Sanders, 2017). Organizations invest a lot of 

time and resources into forecasting of their sales since it can help them to estimate sales revenue 

as well as decision making regarding marketing strategies, production and operation. The 

creation of sales forecasts is important for organizations’ decision-making since many other 

business decisions are based on the sales forecasting (Jordan & Messner, 2020). Mehendale & 

Sherin (2018) emphasizes that an efficient sales forecasting model can lead to good chain 

planning, higher inventory control and stock management. Sales forecasting also serves as a 

support in organizations planning. Planning includes the process of what organizations needs to 

do to prepare for the future (Sanders, 2017). As illustrated in Figure 2, sales forecasting has a 

direct impact on planning. 

 

 
 

The accuracy of the sales forecast is a crucial factor for organizations growth and performance 

(Falah Ahmed, Kanakarathanm, Saleh & Aik, 2019). Enhanced forecasts allow for improved 

conditions in order for organizations to be able to meet customer needs and preferences. 

However, to make the sales forecast more accurate is complex. Sales forecasting with high 

predictions can result in allocation of an excessive number of resources. This might lead to 

increased costs for the abundance of products and inventory, which results in higher inventory 

costs (Sanders, 2017). A sales forecasting with low predictions can lead to a deficit of resources 

resulting in a production that is too low and shortages in inventory, which further can result in 

loss of customers, revenues and profits (Cheriyan, Ibrahim, Mohanan & Treesa, 2018). Sales 

forecasting accuracy is therefore crucial in order for the planning to be as efficient as possible. A 

sales forecast that is not accurate can lead to planning errors, and result in long-term 

consequences for organizations. (ibid) 
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2.1.1 Information Technology & Sales Forecasting 

Advances in information technology and data gathering have led to an increased amount of data 

at a rapid pace. As a result, the forecasting process has changed significantly (Sanders, 2017; 

Boone, Ganeshan, Jain & Sanders, 2019). The opinions about this change differ. Cheriyan et al. 

(2018) argue that the role of forecasting has become more critical since the traditional methods 

are struggling to deal with existing data in order to make accurate predictions. Furthermore, they 

argue that many organizations are in a desperate need of new techniques with a high level of 

accuracy and reliability (ibid). In contrast, Sanders (2017) has a more optimistic view of this 

change and argues that the major change is that IT has enabled quicker and more accurate 

forecasts. He also claims that what has changed within IT is the ability to use already existing 

forecasting methods to their ultimate potential. However, to improve the sales forecasting 

process is complex and advances in IT has had a great impact on the process. 

 

2.1.2 Two Methods of Sales Forecasting  

There are two major methods used in the different types of forecasting processes: (1) Statistical 

method, and (2) Judgmental method (Sanders, 2017; Chase, 2013). Both methods have their 

strengths and weaknesses, and a good forecaster needs to learn the how to balance and utilize 

each technique. The two methods, together with the ‘appropriate’ use of right technology, is 

essential to improve the forecast performance (Sanders, 2017). 

 

Statistical Method 

The statistical method is based on mathematics and statistics and is referred to as a quantitative 

approach (Sanders, 2017). This forecasting method relies on past sales history (Chase, 2013), 

focusing on analyzing patterns in the data during a specific time (Sanders, 2017). Alternatively, 

it is built on a relationship between past sales together with some other variable(s) (Chase, 2013) 

focusing on causal relationships (Sanders, 2017). This generates data that visualizes complex 

relationships. As a result, the strength of the statistical forecast method is that it is objective and 

not biased (ibid).  

 

Judgmental Method 

While the statistical methods are categorized as quantitative, the judgmental forecasting methods 

are referred to as qualitative since they are based on, for example, managers’, sellers’ or 

customers’ subjective opinions and knowledge. Judgmental forecasting is in general made by 

individuals with expertise and deep understanding of the work environment and the industry 

where they operate. There are two important factors which give credibility to judgment: domain 

knowledge and contextual information. Domain knowledge refers to knowledge which is 

achieved through experience as part of the work-life. This is gained through familiarization of 

the environment, and also through experience of many cause-effect relationships. Contextual 

information is defined as “specific information available in the forecast environment” (Sanders, 

2017). Domain knowledge enables individuals to evaluate the relevance and value of contextual 

information. (Sanders, 2017) 
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Both the statistical and the judgmental method is based on identifying patterns and relationships. 

Chase (2013) argue that the actual difference refers to the method used to capture, prepare and 

process information. The statistical method requires a system to access, store and synchronize 

data. Then, by the use of mathematical equations, patterns and relationships are identified and 

modelled. In contrast, the judgmental method relies on the human memory to identify and store 

information. Then, by the use of implicit feelings, patterns and relationships are predicted, as 

well as potential changes. However, some deviation will occur to the identified pattern, referring 

to parameters such as trend, seasonality and cyclical elements. This will require more advanced 

forecasting methods and the judgmental method therefore tends to be inadequate (Chase, 2013). 

In fact, in practice, the process of forecasting heavily relies on human judgment (Sanders, 2017). 

An initial statistical forecast is often made and then modified based on opinions. Sometimes 

forecasts are based on opinions of managers without help from statistical techniques and 

technology. This is generally considered a risky approach (ibid). 

 

2.2 Data, Information & Knowledge 

Today, data is often described as the “new oil” (Brownlow et al, 2015; The Economist, 2017) 

because organizations are taking the opportunity to capitalize on the value of data (Brownlow et 

al, 2015). For many businesses, this results in a huge amount of data and the volume is expected 

to grow further in an exponential manner (Cheriyan et al, 2018). However, the most essential 

aspect of data is what the gathered data can be used for once it is collected and analyzed, rather 

than the amount (Shim and Taylor, 2019). Data itself lacks any meaning or value if it remains 

unorganized and unprocessed (Rowley, 2007). Once data has been shaped into a form which is 

meaningful and useful, it has transformed from data to information (Laudon & Laudon, 2006). 

  

Davenport (1997) and Davenport and Prusak (1998) argue that information can be converted into 

knowledge. Such knowledge is inside someone's head, it does not reside in a computer or a 

database. It occurs when people compare, combine, analyze and rearrange data and information. 

The transformation from information to knowledge depends on action. This can be illustrated 

through an example of a scientific paper. A scientific paper consists of a small part of the 

author's knowledge which could be made explicit to readers. However, in the eyes of readers, the 

paper only represents data and information, until it can be integrated into processes where 

readers can apply what was read, and apply such knowledge themselves with expertness. (ibid).   

 

Even though data, information and knowledge are frequently discussed in research, authors have 

not agreed to one common definition of each term (Rowley, 2007). The following definitions are 

adopted in this dissertation, as well as description of the conversion process, originate from 

Ackoff (1999):  

 

“Data are symbols that represent the properties of objects and events” (Ackoff, 1999). Data is 

useful once it put in a context. 
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“Information consists of processed data, the processing directed at increasing its usefulness” 

(Ackoff, 1999). Information can therefore be seen as data put in a context. It answers questions 

like ‘why’, ‘how’, ‘when’ and ‘how many’. 

 

“Knowledge answers how-to questions and enable us to increase efficiency” (Ackoff, 1999). 

Information can be converted into knowledge through interaction with some other form of 

knowledge, for example through teaching or through past experience in interaction with others. 

 

The concept of data, information and knowledge can be summarized in Figure 3 shown below. 

The figure is presented by Rowley (2007) and it represents addition conceptualisations on 

meaning and value on data, information and knowledge. 

 

 
 

As visualized above, in Figure 3, knowledge is the highest form of all since it brings value and 

meaning in itself. Knowledge is described as the key resource in today's society (Maier, 2007). 

Transformations into knowledge-intensive and knowledge-aware organization takes place at an 

ever-increasing pace. The transformation of society into a knowledge-based society has changed 

the valuation of knowledge dramatically. (ibid). However, it is challenging to monitor and 

control knowledge as only one part exists within the organization, while the remaining part 

belongs to the employees. The employee knowledge can therefore be considered as a big part of 

an organization's knowledge capital. It is, therefore, crucial for organizations to utilize these 

resources held by the employee and convert this into organizational knowledge. If this is 

successful, competitive knowledge is retained internally, even if the individual leaves the 

company. (Bhatt, 2002). 
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2.3 Two Dimensions of Knowledge 

Polanyi (1958) categorized knowledge into two separate groups: (1) tacit, and (2) explicit 

knowledge.  

 

Tacit knowledge refers to knowledge which is hard to formalize and communicate since it is 

rooted in action, commitment and involvement in a specific context. The Greek Philosopher, 

Socrates, said that: “A person only knows something when it is possible to teach another person 

with the same result”. Tacit knowledge is subjective and considered as very complex to explain 

to others since it is obtained through life and can only be learned through practice and experience 

(Buckley & Jakovljevic, 2013). According to Bocij, Chaffey, Greasley and Hickie (2003), a 

fundamental that differentiates between tacit knowledge and explicit knowledge is that explicit 

knowledge can be documented in an information system, whereas tacit knowledge cannot be 

documented since it is part of the human mind. Walsham (2002) states that “the term ‘knowledge 

sharing’ is problematic, because people’s deep tacit knowledge, the only real knowledge, is 

never identical or fully shared”. 

 

In contrast to tacit knowledge, explicit knowledge relates to knowledge that can be transferred 

into a formal, systematic language (Nonaka, 1994). Explicit knowledge is objective. It derives 

from facts, information and often through formal education. It can be demonstrated through 

metaphors as well as analogies, concepts, hypothesis or models. This is considered as the key for 

the development of knowledge. Explicit knowledge is sometimes called codified knowledge 

since it is codified through formal and systematic language and can be stored in manuals, 

documentation, blueprints and other documents. Walsham (2002) suggests that explicit data 

sources will be both meaningful and helpful if they are of interest and connects well with the 

tacit knowledge of the user.  

 

However, Davenport and Prusak (1998) argue that a balance between knowledge and action is 

the key to organizational success. It is essential to try to turn tacit knowledge explicit in order to 

make the knowledge available to others (ibid).  

 

2.4 Three Elements of The Knowledge-Creating Process 

Nonaka et al., (2000) propose a model in order to create an understanding of an organization's 

dynamic knowledge creation. The model consists of three elements that will be further explained 

in the coming sections:  

 

1. Ba is a concept explained as the place and shared context where the knowledge creation 

process begins 

2. The SECI process refers to a knowledge conversion between tacit and explicit knowledge 

3. Knowledge assets are firm-specific resources and the foundation of the knowledge-

creating process 
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In order to create a spiral of knowledge that contributes to knowledge creation, these three 

elements must be synchronized. Figure 4 demonstrates the three elements of the knowledge-

creating process. 

 

 
 

2.4.1 Ba - Information Technology 

Nonaka and Konno (1998) introduced the concept ba, which roughly can be translated into a 

‘place’. Ba is where the knowledge creation process begins. It can be thought of as a “shared 

space for emerging relationships” (Nonaka and Konno, 1998). Ba does not necessarily refer to a 

physical place, it can also be virtual, mental, or a combination. Ba as a physical place can, for 

example, refer to an office, a virtual place can refer to e-mails or telephones, while the part of Ba 

mental can be referred to as shared experiences and ideas. This space is seen as a foundation for 

knowledge creation. (ibid).  

 

To comply the IT-specific interest of this research, we limit the Ba to only include knowledge 

created through the use of IT. A further explanation to this will be provided in section 2.8 in the 

Research framework.  

 

2.4.2 SECI-Model 

While Polanyi (1958) discussed tacit and explicit knowledge in a philosophical context, Nonaka 

(1994) expands his ideas into a more practical focus on how knowledge is created and shared, 

and how this knowledge creating-process can be managed. This model serves two purposes; 

Firstly, it describes a process of how tacit and explicit knowledge can be developed in both 

quality and quantity. Secondly, it shows how knowledge can be transferred from an individual 

level to a group level. Nonaka (1994) claims that a new knowledge is created through a 

conversion of tacit and explicit knowledge and categorize this process into four different groups 

or ”modes”, illustrated in Figure 5 below.  
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1. Socialization - From tacit knowledge to tacit knowledge 

2. Externalization - From tacit knowledge to explicit knowledge 

3. Combination - From explicit knowledge to explicit knowledge  

4. Internalization - From explicit knowledge to tacit knowledge 

 

 

Socialization 

In Socialization, tacit knowledge is created through interactions between individuals. These 

activities do not necessarily require languages between individuals. To share experience is 

essential in this mode, since it can be highly complex to share a thinking process to a person. If 

you only transfer information, there is a risk that associated embedded emotions might be 

omitted. Other activities such as observation, imitation and practice are also essential to this 

conversion process. (Nonaka, 1994).  

 

Externalization  

The conversion from tacit knowledge into explicit knowledge is called Externalization. In this 

process, tacit knowledge is “crystalized”, which allows it to be shared with others.  Therefore, it 

becomes a basis of new knowledge. This can be exemplified with a quality control circle. In a 

quality control circle, employees with years of experiences suggest improvements on a 

manufacturing process by articulating their tacit knowledge of the process. Therefore, a 

sequential use of metaphor, analogy and models is essential in the process of externalization. 

(Nonaka, Toyama, & Konno, 2000).  

  

Combination 

The third mode is called Combination and is the process of creating explicit knowledge from 

explicit knowledge. Combination involve the use of social processes where individuals exchange 

and combine knowledge through e.g. meetings and conversations. New knowledge can be 

created when existing information of explicit knowledge is shaped through sorting, adding, 

recategorizing and recontextualizing. An example of this is the use of modern computer systems 

(Nonaka, 1994). 
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Internalization 

The process of converting explicit knowledge into tacit knowledge is called Internalization. This 

process is closely related to “learning by doing”, e.g., a concept or manufacturing procedures 

must be described through actions and practices. This can be compared to a training program for 

trainees, which can help these new employees to understand the organization as well as 

themselves. Fact about the role and organization can be described in manuals and documents. 

Reading these manuals and documents does not only trigger learning by doing, it can also help 

the new employee to internalize the written explicit knowledge and convert it into their tacit 

knowledge base (Nonaka, Toyama, & Konno, 2000).  

 

2.4.3 Knowledge Assets 

The knowledge-creating process is based on knowledge assets. Knowledge assets are defined as 

“firm-specific resources that are indispensable to create values for the firm” (Nonaka et al., 

2000). Knowledge assets are dynamic and constantly evolving since they are inputs and outputs 

of an organization's knowledge-creating activities. Therefore, new knowledge assets can be 

created from existing knowledge assets. In order for a knowledge asset to be realized to its full 

potential, it needs to be used and built internally within the firm, it cannot be bought or sold. It is 

required that a system is built for managing knowledge assets in a more effective way, but their 

dynamic characteristics can make this a challenge. (Nonaka et al., 2000) 

 

Nonaka et al. (2000) proposes a categorization of the knowledge assets into four different 

groups: (1) experiential knowledge assets, (2) conceptual knowledge assets, (3) systemic 

knowledge assets, and (4) routine knowledge assets. Figure 6 below demonstrates the four 

groups of knowledge assets.  
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Experiential Knowledge Assets 

Experiential knowledge assets refer to shared tacit knowledge that is created through ‘hand-on 

experience’ within the organization, but also between its customers, suppliers and other parties 

that interact with the organization. Given that the experiential knowledge assets are tacit 

knowledge, they are hard to grip, transmit and evaluate. The experiential knowledge is unique to 

a particular organization, since these assets are built through their own experiences. Therefore, it 

is hard for other companies to imitate. In this way, it is considered to be a source of competitive 

advantages (Nonaka et al., 2000).   

 

Conceptual Knowledge Assets 

“Conceptual knowledge assets consist of explicit knowledge articulated through images, 

symbols, and languages” (Nonaka et al., 2000). Conceptual knowledge assets can, for example, 

refer to product concepts or designs. These are based on individual perceptions and converted 

into explicit knowledge through, for example, models, analogy or metaphors. Since the 

conceptual knowledge assets are concrete and in tangible forms, they are rather easy to grip, 

though it can still be difficult to understand another individual's perceptions (Nonaka et al., 

2000).   

 

Systematic Knowledge Assets 

Systematic knowledge assets are explicit knowledges which are unified and organized 

systematically. These consist of documents, specifications, manuals, databases as well as patent 

and licenses. This type of knowledge asset is characterized with a high level of visibility and this 

knowledge is therefore easy to transmit (Nonaka et al., 2000). 

 

Routine Knowledge Assets 

Routine knowledge assets refer to tacit knowledge that is part of an organization’s routines and 

cultures. Employees share this type of knowledge through practices, the same mindsets and 

actions. Routine knowledge assets are things like know-how, organizational culture and 

organizational routines that are part of the daily work. Organizational members share routine 

knowledge assets through ongoing exercises, mindsets as well as actions. Thus, the routine 

knowledge assets refer to practical knowledge (Nonaka et al., 2000).  

 

2.5 Knowledge Created Through a Spiral 

Due to continuous changing markets, products, technologies, competitors, regulations and 

societies, recurring innovation has become increasingly important. It is only through innovation 

that a sustainable competitive advantage can be achieved. Nonetheless, nothing can be achieved 

without a presence of knowledge (Nonaka et al., 2000). Thus, it is required to create an 

understanding of knowledge, and a process for creation of knowledge. Organizations are creating 

knowledge through action and interaction (Nonaka et al., 2000). Organizations do this by 

creating and defining problems simultaneously as new knowledge is created and used to be able 

to solve the problems that have arisen. This problem-solving process results in creation of new 

knowledge. Thus, organizations create, maintain and exploit knowledge in what can be labeled 
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as a dynamic process (Nonaka et al., 2000). The dynamic process includes all four modes of 

knowledge conversion. Figure 7 illustrates how knowledge is created through a spiral, tacit 

knowledge goes through the four modes of knowledge creation. There is a constant interaction 

between tacit and explicit knowledge that grows as more parties internally and externally in the 

organization become involved. Thus, knowledge creation within organizations can be seen as a 

spiral process that works upwards. The process starts at an individual level and moves towards a 

group level, then to an organizational level and in some cases the process reaches an 

interorganizational level (Nonaka, 1994). 

 

 
 

2.6 IT and Knowledge Management 

“Information and communication technologies (ICTs) and associated systems are increasingly 

powerful, pervasive, and globally spread” (Walsham, 2002). This indicates that ICTs can be used 

to support knowledge acquisition and sharing (ibid). Allameh & Zare (2011) mentions that ICTs 

are required to support various activities that take place within organizations. ICTs enable 

information and knowledge exchange while supporting tasks such as integration of information, 

documents and employees (Santoro et al., 2017). Additionally, Ngoc (2005) mentions that 

communication, collaboration, knowledge search, as well as learning through collaboration, are 

supported by information technologies. Furthermore, ICTs provides the opportunity to create and 

communicate knowledge more effectively. Abijade, Ondari-Okemwa & Matlhako (2019) 

emphasizes that information technologies play a critical role in the knowledge sharing-process. 

In order to manage existing knowledge assets more effectively, information technology is 

required to support the process. Furthermore, interaction and communication between different 

functions pose different challenges and obstacles. In order for organizations to get past these, the 

use of ICTs is very important (Allameh & Zare, 2011). Additionally, McDermott (1999) suggest 

that the learning in an organization can, by the integration of humans and ICTs, contribute to 

greater learning than learning at an individual level. 
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Effective knowledge management systems are characterized by three different approaches: 

Informative Orientation, Communicative Orientation and Workflow Orientation (Santoro et al., 

2017). 

 

Informative Orientation 

ICT with an informative orientation is aiming to provide information to several stakeholders, 

across organizational and functional boundaries. These IT-tools are designed to better the 

memory of organizations as they provide information and data. The informational orientation 

does not appear to have a major impact on the knowledge creation process since it is based on 

one-way communication. (Lopez-Nicolas & Soto-Acosto, 2010). Furthermore, Walsham (2002) 

sees this kind of IT-tools as a guide for human action through supporting the knowledgeability. 

In order for these IT tools to be of value the user must apply their knowledge when interacting 

with this IT-tool. 

 

Communicative Orientation 

ICT with a communicative orientation gives organizations the opportunity to interact with 

stakeholders internally as well as externally (Lopez-Nicolas & Soto-Acosto, 2010). These ICTs 

opens up for opportunities for sharing information, collaboration and building good 

relationships. ICTs with a communicative orientation enhances knowledge creation processes 

(Lopez-Nicolas & Soto-Acosto, 2010) and has potential to be valuable to an organization 

(Walsham, 2002).  

 

Workflow Orientation  

ICT with a workflow orientation refers to the established electronic processes within corporate 

technologies that are established. Thus, workflow-oriented ICTs has a focus on automation 

processes. ICTs that are oriented towards workflow can facilitate an organisation’s processes and 

be helpful in knowledge creation. (Lopez-Nicolas & Soto-Acosto, 2010). 

 

2.6.1 Challenges with ICTs and Knowledge 

As mentioned, the use of ICTs is central to knowledge management as it can contribute to better 

knowledge creation processes. However, McDermott (1999) addresses that knowledge 

acquisition and knowledge sharing is a challenge and that the use of ICTs itself does not meet 

this challenge. As stated below, Walsham (2002) highlights three examples of what ICTs cannot 

provide in the area of Knowledge Management. 

 

Firstly, Walsham (2002) argues that knowledge repositories, such as ICTs with an informative 

orientation, are dependent on human knowledge. For these ICTs to be useful and of value, they 

need to connect with the tacit knowledge of the user. Secondly, Walsham (2002) claims that it is 

not possible to share norms and values through ICTs. The third limitation Walsham (2002) 

proposes is that ICTs do not facilitate a good communicative environment. However, Thompson 

& Walsham (2001) mentions that an alignment towards facilitating communication and a focus 

on creating an understanding tends to be more successful than ICTs with an informative 
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orientation. Furthermore, according to Lopez-Nicolas & Soto-Acosto (2010) ICTs that intend to 

share tacit knowledge have been seen as problematic, although, it seems that this fact will change 

as ICTs are constantly improving and evolving. 

 

Additionally, McDermott (1999) debate that electronic collaboration will only be effective on the 

assumption that the team has built relationships, which at many times requires physical 

interaction. ICTs are, according to McDermott (1999), mainly useful if people already share 

knowledge, have continuous contact and knows what kind of knowledge and information appeals 

to the others, as ICTs cannot create knowledge. In order for the information that the ICTs 

provides to be valuable, thinking with information is required (McDermott, 1999). ICTs needs to 

be developed in a way that supports collaboration in the team. 

 

2.7 Criticism Towards Theory 

Regardless of it being considered as universally accepted and valid, we find it important to 

highlight that the SECI model has received criticism, mainly for its view of tacit knowledge.  

 

Tsoukas (2003) argue that tacit knowledge has, to a large extent, been addressed inappropriately, 

but also misunderstood in organizations and management studies. He claims that one cannot 

assume that tacit knowledge can be captured, translated or converted since it is rooted in human 

actions. Similarly, Walshams (2002) criticizes how authors cite and view tacit knowledge, and 

argue that tacit knowledge, “the only real knowledge”, is never identical or fully shared. This 

statement can be considered as criticism to how tacit knowledge is viewed in the SECI-model, 

where tacit knowledge appears to be transferred and converted unproblematically. Also, Swan 

and Newell (2000) criticize the view of tacit knowledge propagated by the SECI model and 

argue that it contradicts Polanyi's view of tacit knowledge. Thus, this problematizes sharing tacit 

knowledge.  

 

Glisby and Holden (2003) claim that the SECI model cannot be universal and valid to all 

organizations. For the model to be universally valid, it requires all organizations to undergo a 

culture change. In addition, Glisby and Holden (2003) emphasize that the model must be seen to 

its context and refers to the organizational culture in Japan. The key to knowledge, highlighted 

by Nonaka (1994), is that the employee is personally dedicated to its work and can identify 

themselves with the company and its mission. As an argument, Glisby and Holden (2003) state 

that the organizational culture in Japan is associated a strong loyalty and it is a common example 

of how organizational culture in Japan differs from western countries. Another argument on 

culture difference is that knowledge may be perceived as a source of power in the Western 

culture and all employees may not be willing to share this. This is problematic since the SECI-

model is based on willingness to share knowledge (ibid). 

 

However, research about how organizational culture influence employee engagement and loyalty 

was recently conducted at IKEA (Ericsson, 2018). It was found that the organizational culture of 

IKEA makes employees engaged to achieve the company’s objectives and stay loyal to the 

company. It was also found that the organizational culture of openness and communication 
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creates a comfortable atmosphere motivating coworker to be involved in the process of 

improving existing practices. (ibid). Further, despite the mentioned criticisms, the SECI model is 

frequently cited in the context of knowledge management (Hislop, 2009) and has been accepted 

by the knowledge management community as universally valid (Glisby & Holden, 2003). 

Therefore, we believe that the model is relevant for this study. However, we will to some extent 

take the presented criticism towards its view of tacit knowledge into account.  

 

2.8 Research Framework 

For the purpose of this research and the context of this IKEA case study, we adapt the ‘The three 

element of the knowledge creating process’ (Figure 4) to fit our research in order to offer an 

insight into knowledge management in sales forecasting, and the role of IT in this process. The 

modified research framework is presented below in Figure 8. It shows how the knowledge 

creation process start at an individual level according to the SECI-model, and turns into 

knowledge assets at an organizational level with the support of information technology. 

 

The process of knowledge creation begins in Ba. The original Ba shown earlier refers to any 

place where the process of knowledge creation begins. To comply the IT-specific interest of this 

research, we limit the Ba to only include knowledge created through the use of information 

technologies. Therefore, Ba for this study refers to identified IT-tools, which are used by IKEA 

in the context of knowledge management. SECI refers to how the employees develop, create and 

share knowledge on an individual level through the use of IT. 

 

As mentioned earlier, the Statistical method of sales forecasting is objective since it is based on 

mathematics and statistics. Furthermore, this forecasting method generates data that visualizes 

complex relationships. It can therefore be argued that, the systematic and conceptual knowledge 

assets connect with the statistical perspective in sales forecasting. They refer to explicit 

knowledge which, in general, are easy to grasp and transmit. Systematics knowledge assets are 

referred to as explicit knowledges such as documents, databases and manuals, which are unified 

and organized systematically. In the sales forecasting development process, this study connects 

this to the databases and documents that store statistics about historical sales data, which is the 

building blocks of the statistical forecasting model. Conceptual knowledge is based on individual 
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perceptions and converted into explicit knowledge through models, analogy or metaphors. These 

assets can be referred to as the statistical sales forecasting model made explicit and visualized 

through graphs and models.  

 

In contrast, the Judgmental perspective refers to subjective opinions and knowledge, as well as 

expertise and deep understanding of the work environment. Similarly, Experiential and Routine 

knowledge assets refer to skills and know-how of individuals and daily operations, as well as 

organizational routines and culture. We argue that from a judgmental perspective in sales 

forecasting, the two knowledge assets that applies to the judgmental perspective are experiential 

and routine assets.  
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3.  Methodology  

In this chapter, the choice of this study’s methodology is presented. The purpose is to increase 

the transparency, in order for the reader to be able to create an idea of the study's credibility. 

The design of the research method is based on the practical problem and the research gaps 

previously provided in the first chapter.  

 

Research methodology is built on several different stages, which all depend on each other. To 

describe this process, we will follow the structure of the “research onion”, a model introduced by 

Saunders, Lewis and Thornhill (2016), as illustrated below in Figure 9. The model has following 

six layers: 

1. Research Philosophy 

2. Approach to theory development 

3. Methodological choice 

4. Strategy(ies) 

5. Time horizon 

6. Techniques and procedures 

When using this model, the starting point is working from the outer layer, research philosophy, 

and to further peel each layer until the core is reached, which highlights techniques and 

procedures to collect and analyze data. 
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3.1 Research Philosophy 

The first layer, “Philosophy”, suggests five different philosophies; Positivism, Critical realism, 

Interpretivism, Postmodernism and Pragmatism. The philosophy we believe is most suitable for 

our study is Interpretivism. 

 

Interpretivism focus on how individuals perceive and interpret their social reality. This 

philosophy was developed as a critic of positivism, which, in contrast to interpretivism, tries to 

discover definite, universal ”laws” that apply to everybody. Interpretivism argues that we lose 

rich insight into humanity if we focus on creating those universal laws. Interpretivism argues that 

individuals differ from physical phenomena since they form a meaning. This meaning is the 

focus in interpretivist research. The aim of interpretivist research is to create new, richer 

understandings and interpretations of social worlds and contexts. This philosophy is considered 

beneficial for research within the area of business and management since those studies often 

study organizations from the perspective of different groups and people (Saunders et al., 2016). 

To be able to fulfill our research purpose and answer our research question, it is essential to 

understand the perceptions of individuals, their motivation and actions, as well as the context of 

where they work and live. It is also crucial to gather rich insight into subjective meanings. To do 

so, we adopt the interpretivist view of being, with the assumption that different people 

experience and understand the ‘objective reality’ in different ways.  

 

3.2 Research Approach 

The second layer highlights the choice of a scientific research approach and refers to the role of 

theory in relation to research. There are two major approaches of how researchers collect data 

and use theories; deductive and inductive. The deductive approach refers to when the author goes 

from theory to empirical data collection to ensure the theory is in line with the real world (Collis 

& Hussey, 2009). The inductive approach refers to when the author aims to create new theory 

from the empirical findings (ibid). Alvesson and Sköldberg (1994) argue that in the reality of a 

study, the method used is abduction, which combines the inductive and deductive approach. This 

approach is characterized with movement between empirical data and theory, where the theory is 

corrected and refined to better fit the empirical material (ibid). 

  

We believe, in line with Alvesson & Sköldberg (1994), that our study has characteristics of the 

deductive as well as the inductive approach. New theory aims to be the outcome of this study, 

which indicate that an inductive approach has been adopted. However, the search for relevant 

literature began before the empirical data was collected and the study therefore have elements of 

the deductive approach as well. This study’s literature review was corrected and refined to better 

fit our observations and findings, and it was therefore created iteratively throughout the study. 

Thus, this means that this study’s approach is abductive. The illustration in Figure 10 shows the 

continuous interaction between data and literature when using the abductive approach. 
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Since the work of the researcher is to relate theory to reality, an essential part in a research study 

is to refer to scientific literature. We will therefore make an attempt to create transparency on 

how the literature in this study was found and selected. As mentioned recently, the search for 

relevant literature began when the subject of this research study was established. When 

determining the study’s purpose and research questions, we considered it necessary to deepen 

our literary knowledge. In order to find earlier research within our subject and to gain a deeper 

understanding, a literature search was conducted using different online databases such as Scopus, 

Web of Science, ScienceDirect, PubMed, and Digitala Vetenskapliga Arkivet (DiVA). Following 

are examples of keywords used to find relevant scientific literature: Knowledge Management, 

Sales Forecasting, Information Technology, Tacit and Explicit, Statistical method, Judgmental 

method. These keywords were used separately and combined, and generated several relevant 

research articles.  

These articles are the base of this study's background, research gap, purpose, as well as the 

foundation to this study's literature review. They also allowed us to identify themes that gave us 

inspiration when creating the interview guide. After collecting, transcribing and analyzing the 

empirical data, the findings have been related and discussed with existing literature. The 

continuous rotation between data and literature generated theory as well as, to a certain extent, 

modified already existing theory. We believe that the abductive approach has given us the 

opportunity to have a literary knowledge base in order to create the interview guide and conduct 

the interviews. Furthermore, it provided us with the opportunity to further deepen our literary 

knowledge after the data collection.  

3.3 Methodological Choice  

We have now reached the third layer of the onion model where the focus is on the 

methodological choice. Research methods differ and can be classified and categorized in many 

different ways, the research onion highlights two choices. Firstly, the choice between mono or 

multiple method(s), followed by the choice between qualitative, quantitative or mixed approach. 

 

The choice regarding mono or multiple method refers to the number of sources a particular study 

relies for in the data collection. A study that collects data using one single data collection 

technique, such as interviews or a survey, is using a mono-method. On the contrary, a study that 
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collects data using multiple techniques, such as a combination of interviews, documentation and 

observation, is using a multi-method. (Saunders et al., 2016). We believe that rich in-depth 

interviews are suitable when collecting the data in our study, this choice of data collection will 

be further motivated in the method (see section 3.6.1). Relying on several data collection 

techniques could contribute to a greater depth and a wider perspective in this study. However, to 

rely on only in-depth interviews is an active choice by the authors. Adding a second data 

collection technique would, due to the time limit, most likely result in fewer interviews, which 

we believe could lead to less depth and lack of different perspectives. Furthermore, we argue that 

one single data collection technique is sufficient to fulfill this study's purpose and to be able to 

answer the conducted research questions. The fact that this study relies on one technique in the 

process of data collection, rather than multiple techniques, determines that we are using the 

mono-method. 

 

The next choice to consider, which also is the most common distinction of the methodological 

choice (Myers, 2013), is whether the study adopts a qualitative, quantitative or mixed approach. 

A simple distinction is that a qualitative research approach usually emphasizes words, while the 

quantitative research approach tends to have a focus on numbers and data (Bryman and Bell, 

2012). A third alternative is to adapt the mixed approach where the researcher combines the use 

of quantitative and qualitative approach (Saunders et al., 2016). However, the differences 

between the two approaches are deeper than this. The research approaches differ from one 

another in the following areas; 

 

1. The connection between theory and research, 

2. Epistemological considerations (the study of the nature of knowledge), and  

3. Ontological considerations (the study of being). (Bryman and Bell, 2012).   

 

A model by Bryman and Bell (2012), shown below in Table 1, is used to sort out those three 

fundamental differences between qualitative and quantitative research approaches. An important 

point is that this only refers to general tendencies and are not official rules. 

 
 

 

1. Although table 1 highlights the choice between deductive or inductive approach we have, 

as mentioned earlier, chosen an abductive approach. The abductive approach combines 
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the inductive and deductive approach and allows the researcher to alternate between data 

and theory. However, the role of theory in relation to research follows the qualitative 

approach as the study will generate theory, rather than testing theory. 

 

2. Again, this study adopts an interpretivist philosophy, focusing on how individuals 

perceive and interpret their social realities. Unlike the view of positivism, which centers 

attentions around determining the natural order of things irrespective of individual’s 

perception and interpretation.     

 

3. Ontological orientation refers to how we perceive social entities. Quantitative research 

tends to picture the social reality as external and objective, and beyond our reach or 

influence. In contrast to the objectivism ontology that is adopted in the quantitative 

research tradition, we adopt an ontology of constructionism. This approach tends to be 

used in qualitative research with the belief that each one of us constructs a different 

interpretation of reality based on beliefs and earlier experiences. We believe picturing the 

social reality as an ever-changing outcome, which belongs and depends on the creation of 

the individuals, is fundamental in our research since all data is collected through 

qualitative interviews and from employees’ perspective and perceptions. 

 

 

After a distinction between the qualitative and quantitative research approaches, a decision 

regarding which approach will be utilized in the study needs to be made. In order to carry out the 

study, there is a need for descriptive in-depth data. In general, a qualitative research approach 

with interviews generates less quantity of data compared to quantitative research. However, the 

strength of a qualitative research approach with interviews is that it provides a greater depth. 

Depending on number of questionnaires, a quantitative research generally results in more 

breadth, but less depth. With that said, and after a thorough consideration of Bryman and Bell 

model shown in Table 1, we believe that the qualitative approach is the most suitable research 

approach for this study. We will, therefore, apply a mono-qualitative methodology. 

 

3.4 Research Strategy 

There are different ways to conduct a qualitative research study. The fourth layer in the research 

onion highlights the choice of research strategy(ies). The research strategy is often explained as a 

plan of action to achieve a goal, where the goal for the researcher is to answer his or her research 

question(s). (Saunders et al., 2016).  

3.4.1 Case Study 

Our choice of research strategy is to conduct a case study. A case study is when researchers 

study a specific topic or phenomenon in depth, within its "real environment" (Yin, 2014). The 

word ‘case’ can, for example, refers to a person (e.g., a manager), a work department, an 

organization, an event and more. When defining a case study, it is important to choose a case and 

determine the boundaries of the study (Flyvberg, 2011). Our 'case' is to study IKEA's use of IT to 

manage knowledge management in the sales forecasting process. By conducting a case study, we 
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saw the possibility to gain a deeper understanding of our case. Therefore, we believe that the 

choice of a case study is a suitable research strategy for our study. However, we are aware that 

our strategy choice has certain boundaries. Firstly, the focus of our research is to study a specific 

phenomenon in depth, namely the role of IT in knowledge management. Further, the study 

focuses on one single process, as we only focus on the sales forecasting development process. 

Lastly, this case study is conducted at IKEA and therefore has its focus on one specific 

organization. Our choice to limit the study to one phenomenon, one process and one organization 

may be seen as boundaries. However, this is something we see as an opportunity to gain a deeper 

understanding.  

In addition, there are different types of ‘case’. These can be categorized into five different 

groups; (1) Critical case, (2) The extreme case, (3) The typical case, (4) The revelatory case, and 

lastly, (5) The longitudinal case (Yin, 2009). Our case is a ‘typical’ form of case study strategy 

for qualitative method. The objective in this type of case is “to capture the circumstances and 

conditions of an everyday or commonplace situation” (Yin 2009: 48). In line with Bryman and 

Bell (2012), we find that the notion ‘typical’ case may lead to confusion and we therefore prefer 

to call it an ‘exemplifying case’. This implies that our case is not extreme or uncommon, it rather 

provides a suitable context for our research questions to be answered. Bryman and Bell (2012) 

further describes an exemplifying case as a case which represents a broader category to which it 

belongs. 

3.4.2 Generalization in Case Studies 

The word ‘Generalization’ means generalizing the results of a study to a broader theory (Yin, 

1989). Polit & Beck (2010) suggest that generalizing is about being able to say that a certain 

outcome will be the same at a different place and a different time. The statistical generalization 

has its focus on population, while the qualitative research focuses on generalizing to theory 

(Bryman & Bell, 2012). A crucial factor in a case study is how well researchers generate theory 

out of the findings. Yin (2018) suggests that when performing case studies, generalization is 

done towards the propositions of theory rather than the number of respondents. Thus, this means 

that the generalization of a case study will aim towards expanding and generalizing theories, so 

called ‘analytical generalization’. Therefore, it is the quality of the theoretical inferences that are 

made out of qualitative data that is crucial to the assessment of generalization. Qualitative case 

studies allow a generalization from the case being studied, but not from the number of cases 

represented (Bryman & Bell, 2012). 

 

Our case study result will generate a ‘theoretical generalization’ which goes in line with the 

abductive nature. As we started our research, we saw the possibility of using analytical 

generalization, where the findings are tested to theory. This meant that we could focus on 

generalizing from our study instead of generalizing based on our case. In order to carry out this 

type of generalization, we considered it important to place great emphasis on making sure that 

our theoretical frame of reference was well-developed so that we could generalize our 

empiricism to theory. Conducting our study this way allows us to empirically contribute to 

existing theories’ concepts and suggestions.  
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3.5 Research Time Horizon  

We have now reached the final layer in the research onion before reaching the core. This layer 

underlines the time horizon of the research study. It consists of two different choices; 

Longitudinal and Cross-sectional (Saunders et al., 2016). 

 

A longitudinal study refers to a study which collect data several times during an extensive time 

horizon. This perspective consists of several events over a given time period. One of the major 

benefits in using a longitudinal research design is its ability to study change and development 

since it often collects a massive amount of data over time (Saunders et al., 2016). A Cross-

sectional study often seeks to describe a specific incident of a phenomenon or explain how 

different factors in an organization are related. Significant for a cross-sectional study is also that 

the study is undertaken at a particular time and is therefore also referred to as a ‘snapshot’ 

(Saunders et al., 2016). The cross-sectional perspective is undertaken by most research projects 

for an academic course since those projects in general are time constrained. This perspective is 

also commonly adopted in case studies since they are often based on interviews held over a short 

period of time (Saunders et al., 2016). 

 

Our study adopts the cross-sectional research design. We consider this research design more 

suitable for the study since data will be collected once and the extent of the study limits our 

possibilities in studying the case in a longer time horizon. We also intend to study the 

relationship between different factors at IKEA, more precisely the relationship between 

knowledge, IT and sales forecasting.  

 

3.6 Research Techniques and Procedures 

We have now peeled off the final layer of the Research onion-model and thereby reached the 

core. The core emphasizes the choice of techniques and procedures, which refers to how data is 

collected as well as how the collected data is analyzed.  

3.6.1 Empirical Data Collection  

We are using qualitative interviews as a method to collect empirical data. Qualitative interviews 

are commonly used in case studies and are also considered as one of the most important sources 

of data collection. This is because qualitative interviews help suggesting explanations to key 

events and gives an insight into the participants’ perspectives (Yin, 2018). An additional 

motivation to the chosen method is that qualitative interviews give the researcher reflections that 

respondents have regarding events and their own viewpoints in a structured way (Walsham, 

1995). This can be difficult to capture when using other techniques such as questionnaires. 

Qualitative interviews can be categorized into three groups; structured, unstructured and semi-

structured. Structured interviews are conducted by using questionnaires of a specified and 

‘standardized’ set of questions. In contrast, unstructured interviews are informal where the 

interviewer talks freely about the topic (Saunders et al., 2016).  
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We decided to use the third alternative, semi-structured interviews, as it is a flexible type of 

interview that allows supplementary questions and a flexible structure (Bryman, 2011). We 

thereby allowed ourselves as well as the interviewees to be flexible in the questioning and 

answering. Semi-structured interviews are beneficial if the interviewers want to be able to ask 

supplementary questions throughout the interview, in order to avoid misunderstandings or lack 

of information (Sallnäs, 2007). It also helped us to gain deeper understanding through the 

possibility of asking follow-up questions for clarity. To be able to answer our research question, 

we need to get a deeper understanding of the respondents’ viewpoints and perspectives, which 

we believe semi-structured interviews can contribute to. Each respondent was assigned identical 

interview questions. The interview questions are rooted in this study's various focus areas such as 

Knowledge Management, IT and Sales forecasting. However, due to various backgrounds, 

perceptions, roles and experiences, answers could differ a lot and therefore also the follow-up 

questions. In order to capture different perspectives and provide an objective approach, both 

authors were present during all interviews. Before each interview, we as authors decided who 

would lead the interview and ask questions according to the interview guide, we both contributed 

to spontaneous and relevant follow-up questions when it deemed appropriate during the 

interviews.  

According to Bryman & Bell (2017), it is the responsibility of the researchers to ensure that 

ethical principles are considered throughout the study. During the interviews, we have been keen 

to consider ethical aspects. We have found useful guidelines in ESRC’s ethical framework, 

which Bryman (2012) refers to.  

Initially, we interviewed our gatekeeper for the IKEA case. The gatekeeper is Kristi, who is 

responsible for overseeing IKEAs development of the statistical forecast model. After the 

interview, she gave us suggestions about potential interview respondents who have relevant 

knowledge and experience. We reached out to the employees that were suggested as respondents 

through Email, asking for their willingness to participate, and to schedule interviews with them. 

Initially, it is important that the respondents participate in the research of their own will (ESRC, 

2020). When writing the Emails, this was carefully taken into consideration as we made it clear 

that participating in the study was voluntary. In order to get different perspectives and points of 

view, we interviewed six employees at IKEA with different roles, specified below in Table 2. 

The interviews were conducted online due to the social distancing scheme implemented during 

the COVID-19 pandemic in Spring 2020. The scheme limited our opportunity to conduct the 

interviews in person at IKEA office in Malmö. 
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According to Bryman & Bell (2017), it is the responsibility of the researchers to ensure that 

ethical principles are considered throughout the study. During the interviews, we have been keen 

to consider ethical aspects. We have found useful guidelines in ESRC’s ethical framework, 

which Bryman (2012) refers to.  

Initially, we informed the respondent about the purpose of our research and how the research can 

be used as well as what their involvement means, something ESRC (2020) emphasizes. ESRC 

(2020) mentions that it is important to respect information that is not allowed to be shared and 

the participants' right to be anonymous. At the beginning of the interviews, we asked the 

participants if they wanted to be anonymous. Furthermore, we asked if there was any information 

that they did not want to share. In order to give a more accurate rendition of the interviews, we 

asked for permission to record the interviews. According to Yin (2018), audio recordings allow 

researchers to better reflects interviews more accurately than taking their own notes. We also 

thought using audio recording would make it easier for us to be more present and observant 

throughout the interview since we otherwise had to rely exclusively on our own notes. Most of 

the interviews were conducted through video which allowed us and the interviewees to see each 

other. However, due to unstable connection, some of them were audio based. The audio 

recording also facilitated the transcription process. The audio files were transcribed the same day 

as the interview took place in order to preserve impressions and to be able to delete the audio file 

as quickly as possible. The empirical material and quotes have been presented without distortion 

and the final version of this study has been shared with the respondents. Furthermore, we as 

authors have approve this study to be published to make it available to the target group and 

others with an interest in its area.   

The interviews were conducted based on a list of interview questions, provided in Appendix 1.  

3.6.2 Reliability and Validity 

The evaluation of a qualitative study credibility is often based on the criteria of validity and 

reliability (Bryman, 2012). Validity is “concerned with the integrity of the conclusions that are 

generated from a piece of research” (Bryman, 2011). It refers to whether you are observing, 

identifying, or measuring what you say you are (Bryman, 2011). There are two types of validity; 

internal validity and external validity. In qualitative studies, internal validity refers to whether 
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the researchers’ findings, in our case the development of theoretical ideas, matches our 

observations. External validity in qualitative studies is about the degree of which the findings can 

be generalized across social settings. Reliability is related to validity (Bryman, 2012) and refers 

to whether operations in a study, for example, the data gathering process, can be replicable with 

the same result (Yin, 2018). If the measures in a study does not reflect a concept and is therefore 

considered unreliable, the study cannot be valid (Bryman, 2012).   

 

All primary data in this study has been collected from IKEA. We therefore believe the data in 

this study can be considered as highly valid and trustworthy. Furthermore, the interview 

questions were framed by the authors with the support of relevant academic theories and models. 

The questions were carefully formulated to ensure that the interview respondents understand 

them, but also to make sure that their responses can be valuable to the purpose and conclusion of 

this study. Another important factor which we believe could increase the validity of this study is 

that the respondents could express their personal opinions and answer the questions freely at 

their pace. We believe that there is high consistency between our observations and theoretical 

ideas since we have carefully studied one organization, IKEA. Based on this we consider the 

internal validity of our study high. However, we had to limit the number of respondents to six 

employees due to time limit as well as the scope of this study. 

 

We argue that this study has a high level of reliability. The provided interview questions in 

Appendix 1, extensively show a connection between literature review, research framework and 

interview questions. However, due to the nature of qualitative research, possibilities to collect 

identical data is limited. Nonetheless, future researchers who might be interested in replicating 

our study should be in a position to do so. Our research methodology, as well as the process of 

data gathering, are documented in detail and our choices and decisions throughout the study are 

carefully motivated. Therefore, a researcher using our gathered data should be able to replicable 

this study. 

 

3.6.3 Data Analysis  

In order to analyze the collected data, this study adopt a thematic analysis, a commonly used 

analysis method in qualitative studies (Bryman & Bell, 2012). This method involves trying to 

find themes and patterns in the data (Saunders et al., 2016). We believe this analysis method is 

appropriate since we have chosen an abductive approach that enables us to gain value from data 

by identifying themes and explaining patterns to generate theory or modifying existing theory 

(Saunders et al, 2016). Another motivation to this choice of analysis method is that thematic 

analysis is a systematic, flexible and accessible way of analyzing qualitative data (Saunders et al, 

2016).  

 

Initially, the conducted interviews were carefully transcribed. Further, after finishing the 

transcription, a tool called NVivo was employed. NVivo is a software tool, used to analyze, 

organize and visualize qualitative data. The collected data needs to be coded in order to be able 

to find themes and patterns. After coding our collected data, the next step is to analyze the data to 

extrapolate themes and relationships. According to Saunders et al (2016), it is helpful to make 



29 

 

use of progress summaries, transcripts, documents, self-memos as well as notes and reflective 

diaries. In our research we mainly chose to use progress summaries and transcript summaries as 

well as self-memos, which gave us support in identifying themes, patterns and relationships in 

our data. 

In order to be able to find themes and patterns in our code we used the questions that Saunders et 

al (2016) suggest. These questions can be divided into the following sets of questions: 

1. Questions that helps to identify themes to further the analysis 

2. Questions that help defining themes and relationships between them 

3. Questions that help evaluating themes and the relationships between them 

Using the thematic analysis method has resulted in us being able to find, define and evaluate 

themes and relationships to analyze in depth. The systematic and flexible nature of thematic 

analysis has also helped us extract value from the collected data. 

3.7 Research Ethic 

The fundamental ethical requirements mentioned by Bryman (2011) has been carefully 

considered throughout this study. These four fundamental ethical requirements are following; the 

information requirement, the consent requirement, the confidentiality requirement and the right 

of use requirement. 

 

According to Bryman (2011), the information requirement means that the participants in the 

study should be informed about the purpose of the study. In this study we have taken the 

information requirements into account by contacting the potential participants through email 

with a description of the study's purpose and content. Based on the information, the participants 

were given the opportunity to decide whether they wanted to participate in the study or not. In 

the beginning of each interview, we gave a shorter presentation of us, the content and purpose of 

the study. This gave an additional opportunity for the participants to decide if they wanted to 

participate in the study.  

 

The consent requirement means that participation in a study should be voluntary (Bryman, 

2011). As mentioned above, the purpose of the study has been presented and the participation 

has been up to the participant to decide. Before we started the interviews, we gave the 

participants the opportunity to ask questions. Furthermore, before the interviews started, we 

asked the participants if we could record the interview, therefore, the recording of the interviews 

was up to the participants. 

 

Furthermore, Bryman (2011) mentions the confidentiality requirement which means that the data 

should be handled carefully and be used for the right purpose. We have been careful to handle 

the participants' personal data with confidentiality. At the beginning of each interview, we asked 

the participants if we could include their names in the study, something was approved by all 

participants. In addition, the recordings from the interviews have subsequently been deleted to 

ensure that they are not accessible. 
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The last basic ethical requirement mentioned by Bryman (2011) is the right of use requirement. 

This means that the data collected should be relevant to the research and only used for the 

research purposes. The interview questions that were designed was of relevance for the purpose 

of the study as well as created in order to answer the study's research questions. We also made 

sure to not include any personal or sensitive data. The participants were also informed that they 

would get a copy of the study’s final result.  
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4. Findings and Analysis 
The themes and relationships found in the collected data are presented and analyzed below, 

together with related scientific literature presented in chapter 3. This chapter will initially 

provide a company background to IKEA. Furthermore, findings regarding the role of Sales 

Forecasting at IKEA will be given, followed by findings related to Knowledge Management at 

IKEA. In line with our Research framework, earlier presented, the chapter finishes of with an 

analysis concerning Information Technology in relation to the SECI-model and Knowledge 

Assets. 

 
 

4.1 Company Background - IKEA  

IKEA is an international furniture retailer founded in Sweden in 1943. Today, IKEA has 208.000 

employees and 422 department stores in 50 markets. With a turnover of 41.3 billion EURO in 

2019, IKEA is constantly expanding by opening additional stores as well as testing new 

concepts. (IKEA, n.d.). Their vision is to create a better everyday life for the many people. In 

line with their vision IKEA offers home furnishing solutions that are affordable and sustainable, 

both physically and digitally. 

IKEA has several franchisees, one of these franchises is Ingka. The Ingka group consists of three 

business areas: IKEA Retail, Ingka Centres and Ingka Investments. The core business of Ingka is 

IKEA retail, which consists of 374 IKEA stores in 30 markets as well as the online store 

IKEA.com (Ingka Holding, 2020). This study has its focus on a team that is part of the Ingka 

group. Therefore, in this study, when IKEA is mentioned we are referring to a team that is part of 

the IKEA franchise, Ingka group. 

4.1.1 The Analytics Team 

All respondents in this study are part of the team “Strategy and Business Planning”. For the 

analysis purpose, we will refer to them as the “Analytics team” since the team works with 

advanced analytics. IKEA assembled the Analytics Team to become a global leader in 

analytically driven decisions. In order to create value and make a difference, the Analytics Team 

works with data science, innovation and analytics through problem solving and effective 

collaboration. Through the use of data, the team creates a different way of thinking as well as 

innovative strategies to resolve issues. There are 35 team members with different roles, such as 

data engineers, data scientists, designers, developer and business enablers (IKEA, 2020).   

To ease the workload and manual effort in today’s sale forecasting process, the Analytics Team 

are involved in the development of a product called “Statistical sales forecasting model”. Kristi, 

The Senior Product Owner of this product, explains that the statistical forecasting model spans 

beyond current financial year to enable monitoring of the business initiatives and actively re-

allocating resources. It also simplifies the goal-setting and budgeting process as well as supports 

the forecasting work with tools, standards and best practices. This will allow IKEA to decrease 
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the use of the human judgmental method and manual work, and increase the use of the statistical 

data driven method.  

Kristi works as a Senior Product Owner for the Advanced analytics digital product, a team within 

Strategy and Business Planning. The team’s statement of their overall mission is “Working 

together to deliver value and inspire change through meaningful analytics” (Kristi, Senior 

Product Owner). The senior product owners’ responsibility is to ensure that the teams 

continuously build things that the users actually want and to secure the direction and 

performance in the product teams.   

Kathrin works as a Senior Data Scientist and her main task is to generate insight from data. At 

present, she is part of the developing and building of the statistical sales forecasting model 

explained earlier.  

Henrik holds a role as Scrum Master where he supports multiple product teams within Strategy 

and Business Planning-team. His role is to facilitate the weekly rhythms in different product 

teams and to remove potential obstacles throughout the development iterations.  

Esben works as a Senior Data Scientist in the Analytics team. Esben is in the Strategy and 

Business Planning-team and part of the development and building of the statistical sales 

forecasting model.  

Chris is the Product Owner for forecasting and cost benchmarking. A product owner ensures that 

the digital product and user experience is optimized. The user experience should drive a higher 

level of satisfaction among customers and co-workers. Furthermore, he is responsible for 

creating products that can be used in daily decision-making tasks. 

Bernie works as a Strategic Advisor within the Strategy and Business Planning-team to secure 

the teams mission, vision and ways of working. He supports across all business domains and on a 

stakeholder management level. 

4.1.2 Business Navigator 

During the study it appeared that Business Navigators holds a key role in the sales forecasting 

process at IKEA and we therefore find it important to provide an explanation of this role. The 

Business Navigator has the main responsibility for the sales forecast. Kristi explains that 

Business Navigators are accountable for the forecasting on all levels across IKEA. Today, sales 

forecasts are manually produced at a store level at IKEA. So, for example, a Business Navigator 

who operate at store level is held accountable for the forecasting of this specific store, while a 

Business Navigator who operate at country level is held accountable for the forecasting of this 

specific country.  

“So, it’s mainly the Business Navigators who are accountable for the forecasting. To submit it, 

they do a lot of ground work and research among their coworkers to understand the different 

cross structures and sales possibilities” (Kristi, Senior Product Owner).  
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A further explanation to how the Business Navigators operates in the sales forecasting process is 

highlighted below:   

“In every store there’s someone who produces this forecast. Then, it is sent upwards in the 

hierarchy, up to the country level. From that, it finally goes to the global level where it’s 

consolidated at that level” (Esben, Senior Data Scientist). 

How sales are forecasted at present varies from Business Navigator to Business Navigator, but 

today it is created manually, mainly by the use of Excel sheets. The following excerpts underline 

the need for tooling support in Business Navigators daily work.  

“I think it’s typically beneficial to allow the Business Navigators to input their knowledge as 

well, but I think it can definitely save them some time if they have a high-quality forecast to start 

them” (Kathrin, Senior Data Scientist). 

By the information provided in this section, we hope to clarify that the Business Navigator are 

the ones responsible for the sales forecasting itself. The lack of statistical tools indicates that 

they, to a large extent, are using judgmental methods when conducting the sales forecast. 

However, since this study focuses on the statistical perspective, our focus will be on the 

Analytics Team.  

4.2 The Role of Sales Forecasting at IKEA 

The findings indicate that sales forecasting has an important and central role in the planning 

process at IKEA. It determines the direction of the business and helps realize the strategic 

intentions of the organization. The role of sales forecasting in the planning process at IKEA was 

highlighted in the interviews: 

“Sales forecasting is a baseline to be able to plan basically all of our operations in our stores 

and every movement of our range and different products, how we staff and how we distribute 

across different geographies” (Kristi, Senior Product Owner). 

“Sales forecasting is used for planning mainly. It is used for planning a lot of things actually. So, 

one thing is staff planning, you make a forecast about how much you are going to sell out of date 

to decide how many people are going to be at work” (Esben, Senior Data Scientist). 

IKEA believes that sales forecasting has an important and central role as it has a major impact on 

many aspects of their planning, such as their range, products, staff planning and distribution 

across different international markets. These findings can be related to the sales forecasting 

literature that states that an efficient sales forecasting model can lead to efficient chain planning, 

higher inventory control and stock management (Mehendale & Sherin, 2018). The findings can 

also be related to Figure 2 that illustrates the direct relationship between forecasting and 

planning (Sanders, 2017). As of now, IKEA strives to improve their sales forecasting process, 

mainly to make it more efficient by reducing manual work, while simultaneously working to 

decrease the risk for human error. 



34 

 

"So, sales forecasting, the way it is done is accurate but to create a sales forecast takes 

enormous amount of time. There is always a risk for human error. There are different 

components in the process that we absolutely need to simplify" (Kristi, Senior Product Owner). 

“The main thing for us is not necessarily to improve accuracy, it is to get a reasonable level of 

accuracy but within a much shorter period of time. So, we would like to bring forecasting time 

scale down to 2 days from 14 days. So, I think the numbers at the company is about 117,000 

hours annually, we wish to reduce that” (Chris, Product Owner). 

It was pointed out during the interviews that the ongoing sales forecasting development project 

involves the use of machine learning to improve the process: 

“In our team, since we mainly work with data science and machine learning models, we try to 

have a machine learning component in the software we build, where the machine learning takes 

care of producing the forecast” (Esben, Senior Data Scientist). 

“The first level is to really build a forecast engine that is really kind of leveraging an ability to 

predict with good effect” (Bernie, Strategic Advisor).  

With a focus on data science and machine learning, IT thus plays a central role in IKEA’s sales 

forecasting development process since it enables IKEA to create value of their historical sales 

data. The use of IT in sales forecasting is something that Sanders (2017) believe has made sales 

forecasting faster and more accurate. IKEA believes, in line with the literature, that the use of IT 

in sales forecasting can make predictions more efficient and lead to increased sales forecasting 

accuracy. In addition, IT plays a major role in knowledge sharing and knowledge creation during 

the sales forecasting development process, something we will discuss further in the analysis. 

4.2.1 Methods of Sales Forecasting: Statistical and Judgmental 

During the study, it was found that IKEA uses the two methods - statistical and judgmental - as 

highlighted by Sanders (2017) and Chase (2013). The respondents have shifting views regarding 

the distribution of the methods in IKEAs sales forecasting. As stated below, one employee 

argues that 10% of a sales forecast is based on statistics such as historical sales data, while 90% 

of the statistics are modified and based on the Business Navigators own judgement. Another 

employee has the perception that a sales forecast produced by Business Navigators is 50% based 

on statistics, while the remaining 50% is modified according to his or her own judgement. The 

main reason to the various perceptions might be that today’s working methods varies between 

the Business Navigators and therefore also the distribution of the two methods. It may also 

depend on the role of the respondent since they have different roles and experiences within the 

sales forecasting process. Sanders (2017) claims that judgmental forecasting is most often used 

when an individual has expertise and a deeper understanding of the work environment and 

industry in which they work. The findings indicate that the difference in distribution of the 

methods might originate in how much experience the Business Navigator has. 

“So, if we think of the sales forecasting process, then the distribution of the methods are 

probably 90% human judgment and 10% statistical techniques. But it will probably be the 

opposite in the future” (Esben, Senior Data Scientist). 
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“I would like to say evenly balanced, say 50/50, where people are using computers to get an 

initial view. I think the reality is that a lot of people trust the models and work towards them. 

They are either positive towards the statistical techniques or they do not trust them because they 

have experience and trust their judgement more. We have really seen examples with a 50/50 split 

and also 70/30 where people have 70% degree of human judgement and 30% of the statistical 

techniques” (Bernie, Strategic Advisor). 

“I would say so far it is definitely more than 50, maybe 80 percent judgmental but even that 

varies from one Business Navigator to another Business Navigator. Because I know, that for 

example, that our main stakeholder who used to be a Business Navigator in Malmö, and one of 

the stores of Switzerland have a different approach towards sales forecasting” (Kathrin, Senior 

Data Scientist). 

Above excerpts highlight some key differences of how the respondents experience the 

distribution between statistical and judgmental method in IKEAs sales forecasting.  

“It should not be a hundred percent automatic or statistical or machine learning based. I think it 

is typically beneficial to allow the Business Navigators to input their knowledge as well” 

(Kathrin, Senior Data Scientist). 

“I think that the whole human aspect is key, because even if the machine can tell us, ‘this is what 

we are predicting’, we still have to be able to take action on that. Take action on unpredictable 

events, we could never do without the human intervention in the forecasting process” (Kristi, 

Senior Product Owner).  

 

The interviewees shared the opinion that although the sales forecasting development project can 

generate a better statistical sales forecasting, there is always a need for human judgement. This 

goes in line with Sanders (2017) who states that a good forecaster needs to learn the balance of 

how to rely on both methods. The need for human judgments exists because we as humans are 

more susceptible to change and can include exceptions that a statistical forecast model does not 

take into account.  

The employees mentioned that unpredictable changes, that a statistical forecast cannot predict, 

can have a major impact on sales, which lead to the sales forecasting not being as accurate as it 

should have been. These exceptions refer to specific events at particular stores that might lead to 

an increase or decrease in sales that is not included in the existing sales forecast. Examples of 

changes that may require exceptions are, for example, weather conditions, special events, 

country-specific holidays and pandemics. In such situations, human judgments are required in 

order to be able to plan accurately to meet the expected sales. IKEA sees that future forecasts 

generated through the statistical model should be of high quality, while including human 

judgment as knowledge and experience is crucial in the decision making. To initially use a 

statistical method in the forecasting process, and then modify the result based on opinions, is a 

common work methodology according to Sanders (2017).  
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4.3 Knowledge at IKEA 

Knowledge is seen as the key resource in today's society where the transformation into 

knowledge-intensive and knowledge-aware organization takes place at an ever-increasing pace. 

The transformation of society into a knowledge society has changed the valuation of knowledge 

dramatically (Maier, 2007). The following excerpts gives an insight into how the interviewed 

employees experience IKEA's view on knowledge: 

“IKEA is very much a knowledge organization where exploration, curiosity and knowledge is 

seen as a really important feature of how individuals work in the organization, so there’s a very 

encouraging mentality around that” (Bernie, Strategic Advisor). 

“Within our team there is a lot of encouragement to knowledge sharing. The way the team is set 

up there are various chapters and the way we set up a project is all about knowledge sharing 

with each other and also training each other. We don’t want to create silos of knowledge where 

knowledge is restricted to certain people, what we do want to do is sharing knowledge as much 

as possible” (Chris, Product Owner). 

During the interviews it was found that IKEA values knowledge and works actively to create and 

share knowledge, both within their teams and throughout the organization. IKEA creates work 

methods that enables knowledge sharing and creation. The approach IKEA has can be related to 

Nonaka et al. (2000) mentions that organizations create knowledge through action and 

interaction. By sharing knowledge, IKEA hopes to be able to avoid knowledge being restricted to 

certain people. It also appears that there is a mentality that encourages curiosity and knowledge, 

as it is something that is crucial to how the employees perform. 

In addition, the findings below indicate that IKEA offers their employees continuous knowledge 

development. For example, it appears that they have talent weeks that involve different types of 

training. Another initiative is that the IKEA employees are provided one working day per week 

that is set aside for knowledge development.  

“One example is that the other week was like a talent week, it was a full week of different types 

of training and so on. So, I think there is a good drive around that topic” (Henrik, Scrum 

Master). 

“So, I have the right to spend one day a week on just taking an online course or reading a book 

on something that will make me more knowledgeable” (Esben, Senior Data Scientist). 

Although IKEA takes initiatives towards continuous knowledge development, it appears that 

there can be challenges in seizing these opportunities in practice. Below is an example from the 

interviews that highlights why this opportunity for knowledge development is not always 

prioritized in practice. 

“The problem for me is that in the short term, if I am trying to do my job well, it is going to pay 

off more to spend that day just doing my work than it is taking a course in something that I might 

use next year. Maybe I am thinking too short term, but that easily happens. So, even though from 
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IKEA’s perspective there is definitely an intention to make sure that the people improve their 

knowledge but it is a slightly harder thing to improve in practice” (Esben, Senior data Scientist). 

As stated in the interviews “IKEA is very much knowledge organization” (Bernie, Strategic 

Advisor), we find that IKEA values knowledge and knowledge development highly. In line with 

the literature, IKEA sees the importance of making sure that knowledge is shared in order to 

prevent the knowledge being restricted to certain people. 

4.3.1 Creating Knowledge from Data  

Data is defined as symbols that represent the properties of objects and events (Ackoff, 1999). 

IKEA has a large amount of historical sales data that has the potential to be of value to the 

organization. The sales data is useful once it is put into context, however, the sales data itself 

lacks meaning or value. This goes in line with Shim and Taylor (2019) and Rowley (2007) that 

perceives data as useful and meaningful when it is organized and analyzed. Laudon and Laudon 

(2006) argue that data is meaningful and useful once it is transformed from data to information. 

IKEA’s ongoing project is about generating insight and gaining value from data by creating a 

statistical sales forecasting model. The model puts the historical sales data in a context and 

transform the data into information. This goes in line with how we earlier defined ’information’ 

as processed data, directed at increasing its usefulness (Ackoff, 1999) and that information 

answers questions like ‘why’, ‘how’, ‘when’ and ‘how many’.  

Furthermore, Davenport (1997) and Davenport & Prusak (1998) argue that information can be 

converted into knowledge. This conversion depends on action and occurs when people compare, 

combine, analyze and rearrange data and information. Similarly, Nonaka (1994) argue that new 

knowledge can be created when existing information of explicit knowledge is shaped through 

sorting, adding, recategorizing and recontextualizing. The information provided from the 

statistical sales forecasting model will be analyzed by Business Navigators and part of their daily 

work. In line with the literature, we argue that this will generate new valuable knowledge about 

future sales. 

4.4 Information Technologies Role at IKEA 

The conducted interviews enabled us to identify six main IT-tools used to support the employee's 

daily work. These are (1) Jira, (2) Confluence, (3) Microsoft Teams, (4) GitHub, (5) SharePoint 

and (6) Slack. We will initially give a short description of these IT-tools and how they are used 

by the employees. 

Jira is a project management tool, built to help all types of teams manage their work. This 

software program allows the user to customize workflows and provide transparency across 

teamwork as well as visibility into the status of every work item. (Atlassian, 2020a). Jira allows 

users to document, prioritize and organize tasks hierarchically with the help of a ‘Kanban-board’. 

Kanban is a project management tool designed to visualize work in order to limit work-in-

process and maximize efficiency (Atlassian, 2020b). At IKEA, Jira is used in the employee’s 

day-to-day work to organize work and projects at different levels. 
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Confluence is an IT-tool used to collaborate, share knowledge and centralize content in one 

place (Atlassian, 2020c). The respondents describe Confluence as a collaboration tool that allows 

users to create and organize a page or a page hierarchy and fill it with contents, which then can 

be shared across the organization. The pages can include for example file attachments, pictures 

or text. A way Confluence is used at IKEA is, for example, for documenting relevant things from 

workshops in a well understandable way, which then can be communicated across the 

organization. The provided search function allows the user to easily find documentation in a 

specific area or subject (Atlassian, 2020d). 

Microsoft Teams, further referred to as ‘Teams’, is a collaboration platform used for interaction 

between team members. Teams allows the user to interact online through calls, video meetings 

and messages, but also to hold larger live events such as presentations and webinars, wherever 

you are (Microsoft, 2020a). Furthermore, Teams allows users to share and edit real-time files in 

Word, PowerPoint, and Excel (Microsoft, 2020b). For example, at IKEA, the employees often 

use Teams to support their daily “stand up-meetings” where they typically discuss ‘today's 

agenda’ in an ongoing project.  

GitHub is a development platform which enables the user to host and review code, manage 

projects, and build software (GitHub, 2020a). IKEA uses GitHub to store their code, for example 

when developing the statistical model for the sales forecasting process. This is also where 

discussions about code and new features takes place between the developers. A function in 

GitHub allows team members to comment and give feedback on each other’s codes to avoid 

errors, but also to improve the quality of the code (GitHub, 2020b).  

Microsoft SharePoint, further referred to as “SharePoint”, is a platform that allows users to 

share and manage content, knowledge and applications to empower teamwork and seamlessly 

collaborate across the organization (Microsoft, 2020c). The platform is designed to help users to 

store documents which easily can be shared inside and outside the organization and also to 

access, co-author and update files from anywhere (Microsoft, 2020d). Our findings point out that 

SharePoint is used by the responders when they want to share content within a specific team. 

Slack is a cloud-based tool for communication and knowledge sharing between teams. Slack 

provides group messaging, file sharing and calls, from both desktop and mobile, seamlessly 

(Slack, 2020a). To reduce repetitive questions and save valuable time, Slack provides a search 

function which makes it easier for users to find information by themselves, without asking 

someone for help (Slack, 2020b). Our findings indicate that the respondents use Slack for 

communication. 

 

4.4.1 The use of IT in Knowledge Management at IKEA 

“Information and communication technologies and associated systems are increasingly 

powerful, pervasive, and globally spread” (Walsham, 2002).  



39 

 

The quotation above emphasizes an importance of using information technology to support 

knowledge acquisition and sharing. Ngoc (2005) states that the information technology is a 

support for communication, collaboration, knowledge search, as well as learning through 

collaboration. It is evident in the literature that information technology is primarily a support in 

knowledge acquisition and sharing. This is also reflected in our findings as shown in the 

quotation below: 

 “All the communication tools help us collaborate within the business, with our stakeholders, but 

also within the team. Jira is used for tasks like backlog management, while Confluence is used 

for documentations. We use Teams for video conferences when you cannot go to the office or 

when we just want to clarifying small things rapidly, and Jira for organizing work. IT systems 

makes it very easy to reach out to others” (Kathrin, Senior Data Scientist). 

In line with the literature, IKEA experiences that information technology make it easier to access 

documentation, collaborate and communicate. During the interviews it also appears that 

information technology provides transparency as well as the opportunity to follow work 

processes. An interview participant highlights this point:  

“I think it really helps making work tasks and documents more transparent, at least when we are 

talking about working in a team and you have to agree on what we work on or what features we 

are focusing on” (Esben, Senior Data Scientist).  

In addition, the findings indicate that information technology promotes productivity, as stated 

below: 

“The kind of key things that I find is that IT makes knowledge management more productive and, 

also, you can follow the trail within a tool” (Bernie, Strategic Advisor). 

However, it appears during the interviews that the fact that IKEA are using several information 

technologies with similar functions can be a challenge. For the use of the information 

technologies to be advantageous, there is a need for clarity about what information technologies 

that are to be used for what. Without providing this clarity, there may be confusion about which 

information technology to use when. Following is an example from the interviews that highlights 

this challenge: 

“That is always a challenge because there’s so many tools within IKEA so we have to kind of set 

some kind of guideline for each team. If you put people together who have worked in other teams 

for example, what you can do in some of the IT-tools, you can do in other IT-tools” (Henrik, 

Scrum Master). 

In summary, the findings and analysis that we present in this section indicates that the use of 

information technology has a significant role in supporting knowledge management at IKEA. 

Information technology promotes knowledge action through making it easier to access 

documentation, to collaborate and to communicate. It also appears that information technology 

provides transparency, opportunities to follow work processes as well as facilitates productivity. 

The fact that IKEA are using several information technologies with similar functions can be a 

challenge since it can contribute to a confusion about which information technology to use when.  
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4.4.2 Analysis of IT Strategies for Knowledge Management 

We have chosen to specify IKEA’s information technology based on the three different 

approaches; informative, communicative and workflow orientation (Lopez-Nicolas & Soto-

Acosto, 2010) in order to get a deeper understanding of how the information technologies are 

used. 

Informative Orientation 

According to Lopez-Nicolas and Soto-Acosto (2010) the information technologies with an 

informative orientation aims to provide information to several stakeholders, across 

organizational and functional. Our analysis indicates that Confluence and SharePoint are 

information technologies with an informative approach that IKEA uses. The following excerpts 

from the interview respondents indicate how these information technologies are used for an 

informative purpose:   

“Confluence is used for all of our documentation such as user guides, solutions. We also put in 

about technical documents or lists rather than sending around excel spreadsheets and so forth” 

(Chris, Product Owner). 

“If there’s something we want to share only with the team, we use SharePoint because there we 

have groups or a team where only the team members have access. Things that should be 

communicated across IKEA is shared through Confluence” (Henrik, Scrum Master). 

Confluence and SharePoint are used as a workspace for documentation and includes 

documentation such as user guides, solutions and technical documents. The documentation 

provided relates to IKEA’s various projects and it is therefore important for it to be available, 

something that Confluence and SharePoint enable. In SharePoint, IKEA has groups or teams that 

only team members can access, therefore SharePoint is mainly used for sharing documentation 

within the team. Confluence is used to share documentation that intends to be communicated 

across IKEA. 

Lopez-Nicolas & Soto Acosto (2010) mentions that the information-oriented technologies are 

designed to better the memory of organizations as they provide information and data. By using 

Confluence and SharePoint, IKEA can look back at the documentation that contains information 

and data in order to get support and guidance in their sales forecasting development process. As 

stated below, in line with literature, the findings indicate that documenting tacit knowledge can 

help because it enables the user to look back at the documentation in order to remember the 

knowledge that was shared.  

“It is crucial when you do workshops that you need to make sure what you talk about is actually 

captured. Two months later some of the people won't be there anymore and some of the details 

has disappeared from your mind so you have to work it out once again” (Kathrin, Senior Data 

Scientist). 
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However, it appears that sharing of tacit knowledge often is verbal and not documented at IKEA.  

“One thing I have learnt is that it tends to be done verbally, the sharing is often through 

PowerPoint presentation, people do not document a tremendous amount” (Chris, Product 

Owner). 

In addition, Walsham (2002) problematizes sharing of tacit knowledge; “The term ‘knowledge 

sharing’ is problematic, because people’s deep tacit knowledge, the only real knowledge, is 

never identical or fully shared” (Walsham, 2002). The findings below indicate that some of the 

respondents, in line with the criticisms of the literature, argue that all knowledge cannot be 

shared. This refers to tacit knowledge of individuals that is shaped through experiences. 

“It’s really hard to share, I mean knowledge about all of the numbers and everything that is 

submitted is obviously digital, but what a person and what a personal knowledge is and how that 

navigates and determines his or her forecast, that is super hard to share. It’s something that’s 

like in a capsule within an individual” (Kristi, Senior Product Owner). 

“No, I think that there is some stuff that is inherent in peoples experience” (Bernie, Strategic 

Advisor). 

The fact that it does not appear possible to fully share tacit knowledge is something that we 

consider throughout the analysis. 

Furthermore, the findings indicate that it is not as worthwhile to spend time on documentation of 

components that are relevant only for a shorter period of time. The following excerpt points out 

this observation:  

“I think during the development phase of something you also know that maybe one component is 

not going to be there permanently. It is going to be there for three weeks and then it means that 

you do not want to spend time documenting it very well” (Esben, Senior Data Scientist). 

One suggestion in the findings is that an agreement regarding a documentation structure should 

be made. This agreement should define the extent to which things should be documented. IKEA 

sees that by documenting tacit knowledge, they can avoid losing knowledge, for example if a 

team member changes team, as stated below: 

“I kind of drive the culture of knowledge sharing and documentation. Otherwise, it is quite 

common that people work on and then you might lose a team member because he or she joins 

another team and then that knowledge is lost” (Henrik, Scrum Master). 

Furthermore, according to Lopez-Nicolas & Soto Acosto (2010), technologies with an 

informative orientation does not appear to have a major impact on the knowledge creation 

process since it is based on one-way communication. Walsham (2002) mentions that explicit data 

sources will be meaningful and helpful if they are of interest and connects well with the tacit 

knowledge of the user. In IKEA’s case, the explicit data sources refer to the documentation that 

they shared on Confluence and SharePoint. For IKEA’s employees, the explicit data sources 

have the potential to connect with the employees’ tacit knowledge. If the data sources connect 
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with the employees’ tacit knowledge these data sources can be useful, meaningful and helpful in 

their work. However, the findings indicate different perceptions regarding the amount of 

documentation, as well as what is considered necessary to document.  

“You only create the documentation that is necessary and then it boils down to what you think is 

necessary” (Chris, Product Owner). 

This can lead to a difference in what documentation that connects with the employees’ individual 

tacit knowledge. If the documentation does not connect with the employees’ tacit knowledge, it 

might result in explicit data sources that is not perceived as useful, meaningful and helpful. 

Communicative Orientation 

Information technologies that has a communicative orientation opens up for information sharing, 

collaboration and building good relationships (Lopez-Nicolas & Soto-Acosto, 2010). It appears 

that IKEA has several information technologies with a communicative orientation, such as 

Teams, Slack, GitHub, SharePoint and Jira. In line with literature, they are used to interact, plan 

and communicate. Following are examples from the interviews that highlights what Teams and 

Slack are used for: 

“Teams make it really easy to communicate with people so especially since it allows both 

synchronization and communication” (Kathrin, Senior Data Scientist). 

“In Slack, you can have different channels where you can ask questions, technical questions, that 

means that you instead of going out to the intranet and trying to find some documentation of how 

to use something you can just ask all your colleagues basically and usually there always 

someone who will know the answer. I think that’s one way of easily finding out who can help 

you” (Esben, Senior Data Scientist). 

Teams and Slack can be seen as information technologies with communicative orientation as 

they open up for information sharing, collaboration and building good relationships. Allowing 

easy and flexible communication, Teams is facilitating the communication between employees, 

but it also provides a virtual place for meetings, chat and information sharing. Slack has similar 

function as Teams and is used for communication within the team. However, our findings show 

that Teams is most commonly used in the communication between employees. As Teams 

provides opportunities for interaction and communication, it appears that it has a positive impact 

on the relationship building within the team.  

GitHub is another information technology with a communicative orientation that IKEA uses. 

GitHub primarily used by the employees to create code, but as stated below, it also provides the 

opportunity for employees to discuss the code and potential new features. Thus, GitHub has 

elements of information technology with a communicative orientation as it, in line with 

literature, opens up for collaboration between employees. 

“We use GitHub for code, so there’s also an element of sharing knowledge there because of 

course the code is the actual work we do, but there’s also discussions about code and new 

features that take place in GitHub” (Esben, Senior Data Scientist). 
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“In GitHub, they use the comment function and they have to comment on their own code so 

anyone can go in and see what every piece of code is there to perform. So, you don’t have to 

read the code to figure it out, we have strict guidelines on how we code and how we 

accommodate around the code and that’s also a way to share knowledge” (Kristi, Senior 

Product Owner). 

As previously mentioned, Walsham (2002) argues that explicit data sources only are useful, 

meaningful and helpful if they connect with the user. We see that this particular explicit data 

source is mainly useful, meaningful and helpful for the data scientists that create code since, as 

stated in the interviews: 

“The comments on the code can be valuable knowledge for the data scientists, that works with 

the code. These comments are not as valuable for me and other team members that does not have 

the same knowledge about the code” (Kristi, Senior Product Owner). 

According to Lopez-Nicolas & Soto-Acosto (2010), IT systems with a communicative 

orientation enhances knowledge creation. Our analysis, in this part, indicates that IKEA’s choice 

of using information technology with a communicative orientation could lead to improved 

knowledge creation. 

Workflow Orientation 

Workflow-oriented information technologies is where electronic processes within corporate 

technologies are established and can facilitate organization’s processes (Lopez-Nicolas & Soto-

Acosto, 2010). We have identified that Jira is a workflow-oriented information technology used 

in the sales forecasting development process at IKEA.  

“Jira defines all the tasks that are done and it defines what our backlog looks like in terms of 

functionality that needs to be developed. As long as you have access to Jira and you can see our 

board within Jira, then you will know what we’re currently working on and what our priorities 

are and what we are developing” (Chris, Product Owner).  

“We use Jira and its provided Kanban board. There’s also some element of knowledge sharing 

because you can comment on specific tasks that someone is working on and you can progress on 

those sort of things” (Esben, Senior Data Scientist).  

The findings indicate that Jira is used in the employees’ day-to-day work to organize work and 

projects at different levels. According to Lopez-Nicolas & Soto-Acosto (2010) workflow-

oriented IT-systems can facilitate an organization’s processes. In line with the literature, at 

IKEA, Jira allows the employees to track different projects and working processes. This gives 

the employees the opportunity to gain insight into what needs to be done in order to reach the 

goals. Also, in Jira, the division of work tasks is done, thus the distribution of work can be done 

in order to increase the rotation within the team. Even if Jira emphasizes workflow orientation, 

the IT-tool also has elements of communicative orientation because of the provided Kanban 

board that allows information sharing collaboration. 
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Table 3 shown above provides a categorization of the information technologies that IKEA uses 

according to their orientation. 

It is found that IKEA uses all three orientations and that all approaches appears to play a role in 

the development process of the sales forecasting model. The informative orientation is essential 

in order to access explicit data sources while the communicative orientation has a focus on the 

sharing of tacit knowledge. Furthermore, the workflow-oriented IT-tools facilitates the 

development process as it makes it possible to track different projects and working processes. 

Therefore, it is concluded that information technologies with informative and communicative 

orientations are primarily used for knowledge management purposes. 

4.5 SECI & Information Technologies 

In this section we aim to obtain a deeper understanding of the SECI processes at IKEA. As 

mentioned in section 2.8 on the Research framework, knowledge is translated from an individual 

to another through the use of Information Technology (Ba). This process therefore concerns how 

knowledge is managed on an individual level. Information technologies that directly promote the 

knowledge-creating process has a “primary role”, while information technologies that indirectly 

promote the knowledge-creating process has a “secondary role”. 

4.5.1 Socialization 

Socialization is the first mode in knowledge conversion. In this mode, tacit knowledge is created 

by sharing experiences (Nonaka, 1994). The findings show that projects are designed to 

encourage sharing of tacit knowledge, as well as teaching each other. Socialization is promoted 

by giving the opportunity for rotation among employees, since it provides interaction with 

employees that has different knowledge and experience. As stated below, the rotation can lead to 

shared knowledge between two people, which further can lead to a solution shared among the 

team. 
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“Within the technology team, we meet on a regular basis to discuss the options, share knowledge 

and then we also encourage pairing. It can be two people working on something and they share 

the knowledge and they share the solution of it and that gets shared throughout the team” 

(Chris, Product Owner).  

Nonaka (1994) mentions that sharing experiences is essential in this mode, since it can be highly 

complex to share a thinking process with a person. If you only transfer information, there is a 

risk that associated embedded emotions might be omitted (ibid). IKEA faces this complexity by 

encouraging rotation and close collaboration between employees. In order to encourage rotation 

and collaboration between employees, information technology with workflow orientation is 

utilized. The IT-tool with workflow orientation that is used in the socialization process is Jira, 

where they have Kanban boards. The Kanban boards make knowledge sharing possible through a 

function that gives the opportunity to comment on specific tasks that the Analytics Team is 

working on. Also, the rotation within the team is supported by Jira as it enables the distribution 

of work tasks. 

However, Tsoukas (2003) argue that we cannot assume that tacit knowledge can be captured, 

translated or converted since it is rooted in our actions. In the socialization process, when tacit 

knowledge is transferred, we see that knowledge sharing is possible although the tacit knowledge 

is not identically shared. Instead, it means that an individual’s interpretation of the tacit 

knowledge is based on his or her perception and experience. Within the limitations that tacit 

knowledge can be shared, we find that information technologies with a communicative 

orientation supports this process. Teams is the communicative IT-tool that is most commonly 

used for communication between employees at IKEA. Through this communication, employees 

can share their experiences and ways of thinking. Teams is perceived as facilitating for the 

communication and collaboration between the employees, as it allows easy and flexible 

communication. Another IT-tool with a communicative-orientation that IKEA uses is GitHub, 

where the Analytics Team store and discuss their code as well as potential new features. As 

mentioned earlier, it is often complex to share a thinking process with someone else. GitHub 

promotes discussion, which can facilitate sharing of tacit knowledge. The fact that the discussion 

is conducted where the code is stored, can make it easier to understand the thinking process of 

others. 

In summary, the role of IT in socialization at IKEA is primarily that it facilitates communication 

between the employees and makes the communication easier and more flexible. The use of 

information technology also facilitates the rotation between employees and work tasks in the 

team. In the socialization process, ITs role is supporting and facilitating while the employees are 

responsible for the knowledge creation and sharing in this process. Therefore, ITs role can be 

considered secondary. 

4.5.2 Externalization 

Externalization refers to the conversion from tacit to explicit knowledge. In this process, tacit 

knowledge is “crystalized”, which allows it to be shared with others. (Nonaka, Toyama, & 

Konno, 2000). Explicit knowledge is according to Nonaka (1994) sometimes called codified 
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knowledge since it is codified through formal and systematic language and can be stored in 

manuals, documentation, blueprints and other documents. Davenport & Prusak (1998) argue that 

it is essential to try turn tacit knowledge into explicit knowledge to make the knowledge 

available to others. However, Bocij et al. (2003) argue that tacit knowledge cannot be 

documented in information systems since it is part of the human mind, a statement that 

problematizes the Externalization process.  

In the externalization process, we find that IKEA uses information technologies with an 

informative orientation. It is found that Confluence and SharePoint promotes the externalization 

at IKEA. As mentioned earlier, the findings indicate that Confluence and SharePoint is used for 

documentation such as user guides, solutions, technical documents or Excel lists. SharePoint is 

mainly used to share documentation within the team, while Confluence contains documentation 

that is intended to be shared across IKEA. Another IT-tool that has a supportive role in the 

externalization process in the context of sales forecasting is GitHub. The earlier mentioned 

comment-functionality in GitHub allow team members to take part in “why every piece of code is 

there to perform” (Kristi, Senior Product Owner). This means the employee’s tacit knowledge is 

documented and therefore converted to explicit knowledge, exposed for the team to take part of 

and learn from. However, the findings indicate that in practice, documentation is not always 

remembered, prioritized and considered necessary. 

 

Thus, in externalization, information technologies with informative orientation are used for 

storing the explicit knowledge in the form of documentation, user guides, solutions and 

commentary functions, as well as making it easy to retrieve the explicit data sources when 

needed. This means, that the role of information technology is supportive and has secondary in 

the externalization process.  

4.5.3 Combination 

Combination is the third mode in the SECI-model and refer to the process of creating explicit 

knowledge from explicit knowledge. This involves the use of social processes where individuals 

exchange and combine their existing knowledge through, for example, meetings and 

conversations. (Nonaka, 1994). Nonaka (1994) mentions that the new knowledge is created when 

existing information of explicit knowledge is shaped through sorting, adding, recategorizing and 

recontextualizing. 

It is found that IKEA uses information technologies with a communicative orientation to support 

the combination process. For example, GitHub enhances knowledge sharing as it allows the team 

to comment on each other’s code. As indicated in the findings below, allowing others to 

comment on your code and give feedback, such as advice for improvement, is one way of 

exchanging and combining explicit knowledge at IKEA. 

“The team will review my work and they can either leave comments that I should improve. This 

can be improvements on the way something is coded, or add a text, or vice versa. They can see 

how I have done it and say ‘this is a good way of doing it’. In that sense we learn a lot from each 

other. Just observe how others do stuff and commenting on it” (Kathrin, Senior Data Scientist). 
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We see this feedback as explicit knowledge that can create new explicit knowledge when it is 

applied in the code. This suggests that GitHub can be a useful support in the combination mode 

within the area of coding. We also find that communicative oriented technologies, such as Teams 

and Slack, has the potential to promote the combination mode. These tools allow the employees 

to combine their existing knowledge with new explicit knowledge through interaction in form of 

discussions, webinars, meetings and conversations. 

Additionally, we find that IT-tools with an informative orientation, such as Confluence and 

SharePoint, promotes the combination process through providing documentation, user guides and 

solutions. These explicit data sources can support the daily work, as well as their creation of new 

explicit knowledge. Using these explicit data sources to add, sort, recategorize and create, may 

generate in new explicit knowledge. 

“So, if we get a new team member, so what we do then is that we ask them to look through what 

we have in Confluence. They can look through the recordings of the playbacks, they can see what 

have been built” (Henrik, Scrum Master).  

As stated above, the findings also indicate that it can be beneficial for new employees to use the 

explicit data sources. We see this as a potential support in the new employees’ creation of 

explicit knowledge. 

As discussed, we find that information technologies with a communicative and informative 

orientation has a primary role in the combination process at IKEA. This is because the 

information technology makes it possible to retrieve the explicit knowledge sources as well as 

supporting the creation of new explicit knowledge. 

4.5.4 Internalization     

The process of converting explicit knowledge to tacit knowledge is called Internalization. This 

process is closely related to “learning by doing” (Nonaka, Toyama, & Konno, 2000). Based on 

the findings, IKEAs employees have one day per week dedicated to development of their 

knowledge through explicit knowledge sources, for example through taking online courses or 

reading a book. 

“I have the right to spend one day a week on just taking an online course or reading a book on 

something that will make me more knowledgeable” (Esben, Senior Data Scientist). 

According to Nonaka, Toyama, & Konno (2000) reading manuals and documents does not only 

trigger learning by doing, it can also help the new employee to internalize the written explicit 

knowledge and convert it into their tacit knowledge base. For IKEA, we connect this to the 

technologies with an informative orientation where documentation, user guides, solutions and 

commentary functions that are provided. In line with literature, we see that it gives employees an 

opportunity to convert explicit knowledge into tacit knowledge and therefore promotes the 

internalization process.  

We find that following information technologies with an informative orientation provides these 

explicit data sources; As discussed in the externalization and combination section, the comment-
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functionality in GitHub is frequently used by the employees. This allows the whole team to 

access the comments, giving the employees the possibility gain an insight as well as knowledge 

concerning the code. It also appears that there are strict guidelines on how to code and 

accommodate around the code. These guidelines can be seen as explicit knowledge that 

employees can convert into tacit knowledge that is useable when the team develops code. 

Furthermore, documentation provided in Confluence includes explicit knowledge in the form of 

user guides, solutions as well as technical documents. As mentioned above, this gives the 

employees an opportunity to convert this explicit knowledge into tacit knowledge. 

Also, we find that information technologies with workflow orientation are used in the 

internalization process at IKEA. Jira defines all the tasks that are done as well as what 

functionalities that needs to be developed. This enables employees to gain knowledge about the 

projects and to track the work processes as well as prioritize between tasks. 

As noted, information technologies with a workflow and informative orientation facilitates the 

internalization process at IKEA since it gives access to comments, solutions, documents, 

guidelines and project plans. Through accessing the explicit knowledge and converting it to tacit 

knowledge, employees can apply the gained tacit knowledge in their work. Information 

technologies with a workflow and informative orientation are therefore considered to have a 

primary role in internalization as it provides explicit knowledge to the employees.  

Figure 11 illustrates all four SECI processes and what information technology orientation that 

supports each mode. 

 

4.6 Knowledge Assets & Information Technology  

The following section will define and highlight the findings regarding IKEAs knowledge assets 

in the context of statistical sales forecasting. As mentioned in section 2.8 Research framework, 

these knowledge assets are translated to an organizational level through the use of Information 

Technology (Ba). Information technologies that directly promote the knowledge-creating process 
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has a “primary role”, while information technologies that indirectly promote the knowledge-

creating process has a “secondary role”. 

 

The knowledge-creating process is based on knowledge assets which are seen as “firm-specific 

resources that are indispensable to create values for the firm” (Nonaka et al., 2000). The 

categorization of knowledge assets is based on the following four groups: Experiential 

knowledge assets, Conceptual knowledge assets, Systemic knowledge assets, and Routine 

knowledge assets (Nonaka et al., 2000). However, we decided to group experiential knowledge 

assets and routine knowledge assets in our analysis since both of them refers to tacit knowledge 

and appeared to be managed in a similar way.  

 

Even though this study has its focus on the Analytics Teams development of a statistical 

forecasting model, we find it essential to include the work of the Business Navigators in this 

section, who primarily use the judgmental forecasting method. The reason why we include the 

perspective of the Business Navigators is that our findings indicates that including Business 

Navigator’s experiential and routine knowledge assets in the development of the statistical 

forecasting model is crucial. 

 

4.6.1 Experiential and Routine Knowledge Assets  

According to Nonaka et al. (2000), the experiential knowledge assets refers to tacit knowledge 

that is shared through common experiences. At IKEA, we have identified that the experiential 

knowledge assets are skills and know-hows of individuals. The routine knowledge assets refer to 

practical knowledge like know-how, organizational culture and organizational routines that are 

part of the daily work. These knowledge assets, can be shared through ongoing exercises, 

mindsets as well as actions, but their tacit character makes them hard to grip, transmit and 

evaluate. (Nonaka et al., 2000).  

The main experiential and routine knowledge asset we find in the Analytics Team refer to 

practical and technical knowledge about the development of the statistical sales forecasting 

model. When creating the sales forecasting model, the experiential and routine knowledge assets 

within the team is central, mainly referring to technical knowledge assets. To support the 

development of the teams experiential and routine knowledge assets, communicative 

technologies, such as Teams, Slack, GitHub, SharePoint and Jira are used. Furthermore, 

informative technologies, i.e., Confluence and SharePoint, are also used. However, since 

experiential and routine assets are tacit knowledge, they cannot be identically or fully shared. 

The development of experiential and routine knowledge assets can only be created by the 

employees themselves, although the information technologies supports this process. We 

therefore argue that IT has a secondary role in managing the experiential and routine knowledge 

assets of the Analytics team. 

The experiential and routine knowledge assets of the Business Navigators is also crucial in the 

development of the statistical sales forecasting model. The Business Navigators possess valuable 

knowledge about which parameters to include in the model and which sales data that is relevant 

to analyze. Therefore, the building of the statistical sales forecasting model depends on these 
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knowledge assets as well. Decision-making on what could and should be included in the sales 

forecasting model has been established through meetings and workshops with Business 

Navigators. In line with the literatures, these meetings and workshops are an approach to 

promote sharing of tacit knowledge. The meetings and workshops are conducted face-to-face and 

virtually through communicative IT-tools. Furthermore, informative information technologies 

are used to store the documentation from the meetings and workshops. This allows the Analytics 

team to gain insight in the skills and know-how of the Business Navigators, which is crucial for 

the development of a statistical forecasting model. However, as earlier mentioned, information 

technologies are not the source of creation and development of tacit knowledge, it can rather be 

seen as a support to experiential and routine knowledge assets. We therefore find that 

information technologies serve a supportive and secondary role to manage the experiential and 

routine knowledge assets of the Business Navigators. 

4.6.2 Systematic Knowledge Assets 

We find that the development and creation of the sales forecasting model also requires support 

from systematic knowledge assets. Systematic knowledge assets are referred to as explicit 

knowledges such as documents, databases and manuals, which are unified and organized 

systematically. These knowledge assets are also described as highly visible and easy to transmit 

(Nonaka, 2000). We find that systematic knowledge assets, in the context of the development of 

a statistical sales forecast at IKEA, can be referred to as IKEAs historical sales data, work-

guidelines and documents. These systematic knowledge assets are highly visible and accessible 

through the use of information technology. We argue that IT, or more specifically informative 

oriented technologies, serves a primary role to manage and promote these systematic knowledge 

assets, since it is used to store document, user guides and solutions. 

 4.6.3 Conceptual Knowledge Assets  

Conceptual knowledge assets consist of explicit knowledge which can be articulated through, for 

example, images and symbols (Nonaka, 2000). These are based on individual perceptions and 

converted into explicit knowledge through, for example, models, analogies or metaphors. We 

argue that this can be referred to as the statistical forecasting model IKEA is building today. The 

fact that this model will, automatically, calculate and visualize complex relationships about sales 

and ease workload, goes in line with the explanation by Nonaka (2000) who says that conceptual 

knowledge assets are concrete, and rather easy to grip.  

We find that all three orientations of information technologies are highly important to promote 

and manage conceptual knowledge assets, referring to the actual development of the statistical 

forecasting model. The Analytics Team needs the support of workflow-oriented technology, such 

as Jira, in order to keep track on the working process. Furthermore, the team is in constant need 

to interact, discuss and share knowledge with each other through communicative technologies 

like Teams and Slack. Lastly, they need access to information and knowledge, referring to the 

earlier discussed systematic assets. These can be accessed through informative oriented 

technologies, such as Confluence and SharePoint. However, this refers to the actual building and 

is therefore periodically. The statistical sales forecasting model will automatically calculate and 

visualize future sales based on historical sales data. Therefore, to manage the model itself will, 
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constantly, demand informative oriented technologies, referring to the sales data stored in 

databases. 

It is clear that the support from information technology is highly needed and that IT serves a 

primary role to manage IKEAs conceptual knowledge assets.  

 

Figure 12 illustrates how IKEA manages its knowledge assets in the development of a statistical 

sales forecasting model. The arrows surrounding the knowledge assets illustrates how IT serves 

as support throughout the development of the statistical forecast model.  

Starting from the periodically linked boxes “Experiential and Routine knowledge assets” and 

“Systematic knowledge assets”; The Analytics team possesses experiential and routine 

knowledge about developing and technical solutions. However, as earlier mentioned, the 

Analytics Team are missing experiential and routine knowledge from the judgmental perspective 

of sales forecasting. Since this is part of the Business Navigators day-to-day work, they have 

additional experiential and routine knowledge assets that are crucial to include. To gain an 

insight into the judgmental perspective and the work of the Business Navigators, the Analytics 

Team conduct workshops and seminars with the Business Navigators. The fact that these are not 

conducted on a regular basis determines that it is a periodically linked relationship. The 
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experiential and routine knowledge assets are supported by information technologies with 

communicative, informative and workflow orientation. 

Moving on to the relationship between the connected boxes “Systematic knowledge assets” and 

“Conceptual knowledge assets”; The Analytics Team has now gained an insight on the 

judgmental perspective and can, by the use of systematic knowledge assets, together with their 

experiential and routine assets, start developing the statistical model. The statistical model 

constantly retrieves new sales data and these assets are therefore constantly linked. Furthermore, 

we believe the model can result in new developed work-guidelines and documents, which 

explains the arrow going back and forth between the two boxes. The information technologies 

that the systematic knowledge assets rely on an informative orientation. 

The arrow between “Conceptual knowledge assets” and “Experiential and Routine knowledge 

assets” shows how knowledge is brought back to the organization, and refers to the Business 

Navigators use of the model. The use of a statistical forecast tool can result in new experiential 

knowledge asset as well as routine knowledge assets. Since this does not occur constantly, the 

relationship between these assets is therefore periodically linked. Information technologies with 

all three orientations is a support throughout the development process of the sales forecasting 

model. 

We see that the development of the statistical sales forecasting model goes in line with Nonaka et 

al. (2000) “Knowledge created through a spiral”. Nonaka et al. (2000) mentions that 

organizations creation, maintaining and exploitation of knowledge is a dynamic process and that 

new knowledge assets can be created from existing knowledge assets. As illustrated in the figure, 

routine and conceptual knowledge assets has led to the creation of new systematic knowledge 

assets. These has resulted in conceptual knowledge assets, referring to the statistical sales 

forecasting model.  
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5. Conclusion 

This chapter will initially answer the study's research questions by raising concrete answers 

from the analysis chapter. It will also provide a summary of the relationship found between sales 

forecasting, knowledge management and IT at IKEA. 

 
 

The study result conforms to previous research that information technologies play a critical role 

in the knowledge-sharing process (Abijade et al., 2019) and that advances in information 

technology have a great impact on sales forecasting (Sanders, 2017; Boone, Ganeshan, Jain & 

Sanders, 2019). By answering this study's research questions, we make an attempt to further 

identify how IT strategies can serve the statistical perspective in sales forecasting and whether IT 

directly or indirectly facilitate knowledge management in the development of a statistical sales 

forecast. As mentioned earlier, information technologies that directly promote the knowledge-

creating process has a “primary role”, while information technologies that indirectly promote the 

knowledge-creating process has a “secondary role”. 

 

How does IKEA deploy its IT strategies to serve the statistical perspective in sales 

forecasting? 

 

We were able to categorize the six identified IT-tools into the following three strategies: 

Informative, Workflow and Communicative. It is evident that all orientations of information 

technologies have a significant role on the statistical perspective in sales forecasting and that it is 

insufficient to rely on only one or two of them. The communicative IT-tools appears to be 

frequently used in order to support the sharing of tacit knowledge. Furthermore, the workflow-

oriented IT-tools facilitates the development process as it makes it possible to track different 

projects and working processes. However, we find that informative IT-tools has a primary role. 

Not only does it provide explicit data sources that are crucial in the development process, it is 

also found that informative IT-tools have an important role in the continuous creation of sales 

forecasts as it provides historical sales data on which they are based.  

 

How does IT facilitate knowledge management at individual level to serve the 

statistical perspective in sales forecasting? 

 

For learning at an individual level, ITs role is primary or secondary on Knowledge Management 

depending on the knowledge creation process. This research question is therefore answered 

based on the different SECI processes.  

     

In the socialization process, tacit knowledge is transferred to tacit knowledge, something that is 

problematized as tacit knowledge cannot be shared fully or identically. Information technologies 

with a communicative and workflow orientation are used to support the socialization process at 

IKEA. To the extent tacit knowledge can be shared, IT supports communication between 
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employees, as it makes communication easier and more flexible. The use of IT in the 

socialization process also facilitates the rotation between employees. IT’s role in socialization is 

supporting and facilitating while the employees are responsible for the knowledge creation and 

sharing in this process. We therefore find that IT indirectly promotes the knowledge-creating 

process, and its role is therefore secondary in the socialization process. 

 

Externalization refers to the conversion from tacit knowledge to explicit knowledge, something 

that enables tacit knowledge to become accessible to others. The externalization process mainly 

relies on IT-tools with an informative orientation and is primarily used for storing the explicit 

knowledge in forms of documentation, user guides, solutions and commentary functions. This 

makes it easy to retrieve the explicit data sources when needed. As IT provides a platform to 

store explicit knowledge rather than directly promoting the knowledge-creating process, the role 

of information technology is supportive and has a secondary role in the externalization process. 

 

The conversion from explicit to explicit knowledge is referred to as combination. IKEA uses 

information technologies with an informative and communicative orientation in the combination 

process which is promoted through providing documentation, user guides and solutions. We find 

that IKEAs use of information technologies with a communicative and informative orientation 

directly promotes the combination mode as it enables the employee to retrieve the explicit 

knowledge sources as well as supports the creation of new explicit knowledge. Therefore, 

information technologies with a communicative and informative orientation has a primary role in 

the combination process at IKEA. 

 

In the internalization process, explicit knowledge is converted to tacit knowledge. Information 

technologies with an informative and workflow orientation are used in the internalization process 

at IKEA. The IT-tools at IKEA facilitates the internalization process since it gives access to 

comments, solutions, documents, guidelines and project plans. Through accessing the explicit 

knowledge and converting it to tacit knowledge, employees can apply the gained tacit knowledge 

in their work. Information technologies with a workflow and informative orientation are 

therefore considered to directly promote the internalization process and therefore IT has a 

primary role in the internalization process. Again, it is important to highlight that in order for 

tacit knowledge to be created in this process, these explicit data sources need to connect with the 

tacit knowledge of the employees. 

 

How does IT facilitate knowledge management at organizational level to serve the 

statistical perspective in sales forecasting? 

 

For learning at an organizational level, ITs role is primary or secondary on Knowledge 

Management depending on what knowledge asset it concerns. We will therefore answer this 

research question based on the different knowledge assets.    

Experiential and routine knowledge assets are discussed together in the analysis, as they are 

both of tacit nature. In the context of the development of a statistical sales forecasting model, we 

have identified the Analytics Teams practical knowledge as Experiential and Routine knowledge 
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assets, as well as the tacit knowledge of the Business Navigators. In order to support the 

experiential and routine knowledge assets, collaborative technologies with an informative, 

communicative and workflow orientation are used. Although all information technology 

orientations support experiential and routine knowledge assets, IT has a secondary role. IT is not 

the source of knowledge creation but it indirectly supports this process as it enables sharing of 

tacit knowledge on an organizational level. 

Furthermore, IT has a primary role in the handling of systematic knowledge assets such as the 

historical sales data, work guidelines and documents at IKEA. The systematic knowledge assets 

at IKEA are highly visible and accessible through the use of information technology. Informative 

oriented technologies have a primary role in managing and promoting these systematic 

knowledge assets, since they are used to store historical sales data, documents, user guides and 

solutions. 

The conceptual knowledge assets, in IKEA’s case, the statistical model, needs the support of IT 

in its development process. It appears that all of the orientations of information technologies 

have a primary role to promote and manage conceptual knowledge assets, referring to the actual 

building of the statistical forecast. The team will need workflow-oriented technologies to keep 

track of the working process. Additionally, there is a constant need for interaction, discussion 

and knowledge sharing through communicative technologies. In order to access information and 

knowledge, informative oriented technologies are needed. The statistical model will, constantly, 

demand informative oriented technologies, referring to the sales data stored in databases. 

Therefore, IT directly promotes these knowledge assets and has a primary role. 

 

 
 

Table 4 shown above provides a summary of our analysis for learning at individual level and 

organization level respectively.  
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To summarize the conclusion, we have illustrated the relationship we find between the 

development of a statistical Sales Forecasting Model, Knowledge Management and IT in Figure 

13. 

 

 
It is found that the use of IT is crucial in the development of a statistical sales forecasting model. 

IT is clearly required since it involves data science and machine learning. It is also found that IT 

has an important role in the continuous creation of sales forecasts as it provides historical sales 

data on which they are based. Furthermore, it appears that the development of a statistical sales 

forecasting model requires a high level of knowledge management, and that IT serve a central 

role in this development; we find that the use of IT supports the knowledge-creation processes on 

an individual and organizational level in order to create the sales forecasting model. However, IT 

is not the source of knowledge creation, it can rather be seen as a support in Knowledge 

Management.  
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6. Contributions, Future Research and Reflections 
 

This chapter will initially present this study’s contributions to the academic research and the 

business community. These are followed by suggestions for further research. We will lastly 

reflect on our research, our choice of methods and factors that could have had an impact on our 

result. 

 

 

6.1 Academic Contributions 
We identified two research gaps in the introduction chapter of our study. Our contributions in 

this research are to fulfill the two existing research gaps we identified earlier.    

Regarding the first research gap, we have mentioned that there is a large body of research on the 

technical side of sales forecasting, but very little about how to manage the forecasting related 

activities, such as how to utilize, share and develop knowledge in this process. Our research 

provides an insight to how IKEA manages knowledge within the sales forecasting process 

through IT tools, and how knowledge can be created and shared on an individual and 

organizational level. Furthermore, the research highlights the importance of capturing knowledge 

within a company by creating explicit knowledge through knowledge conversion, including both 

tacit and explicit knowledge sources. Therefore, we have contributed to the body of research on 

how to manage knowledge within the sales forecasting process.     

The second identified research gap highlights that, to the best of our knowledge, there is yet to be 

a research on IT and knowledge management in the process of sales forecasting. Our research 

has provided an insight on IT’s role on knowledge management in a sales forecasting 

development process at IKEA. The sales forecasting has an important and central role in the 

planning process at IKEA and that IT has a supporting role in this process. We have contributed 

to this research gap by providing an empirical study on IT and knowledge management in the 

process of sales forecasting. 

 

6.2 Business Implications  

IKEA is a successful company that is constantly expanding. It is clear that IKEA is a company 

with expertise and knowledge, not only within the sales forecasting process, but throughout the 

organization. The following suggestions are written for business organizations, which might be 

interested in applying IT in their knowledge management journey.    

First, to preserve and develop their knowledge capital is essential for a company's continued 

success, as well as for their survival. Not least in today's “Gig economy”, which is characterized 

by temporary positions and short-term commitments within organizations. We, therefore, argue 

that the work with knowledge management needs to proceed. 
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Second, advancements in information technology has contributed to new tools and working 

methods. However, as an organization, it is important to understand what Davenport and Prusak 

(1998) emphasizes ”do not expect software to solve your knowledge problem”. As earlier stated, 

IT is not the source of knowledge creation, it can rather be seen as a support. So, keep in mind 

that IT is not the solution to all knowledge challenges. 

Third, as illustrated in Figure 13, all three components examined in this study: IT, KM and 

business process must be aligned for the development of businesses processes to be successful.  

 

6.3 Suggestions for Further Research 

Our study has provided an insight into IKEA’s use of IT in knowledge management practices 

within their development of a statistical sales forecasting model. We see potential to further 

research and give the following suggestions; 

In accordance with Walsham (2002) and Tsoukas (2003), we find that sharing of tacit knowledge 

is problematic, and that an individual’s tacit knowledge cannot be identically or fully shared. 

Thus, we argue that further in-depth research is needed to investigate the knowledge-creating 

process that pertain to tacit knowledge and ITs role in this. This could provide a deeper insight 

into whether the use of IT facilitates the sharing of tacit knowledge or if it can be an obstacle. 

In our study, we identified six different IT-tools that serves a role in IKEAs Knowledge 

Management. We think it would be interesting to conduct a case study and focus on one single 

IT-tool that has a significant role in Knowledge Management, and critically investigate; how the 

organization ensures that stored knowledge is relevant and/or how tacit knowledge is shared 

through this specific IT-tool. This may result in a development of important and useful 

guidelines and recommendations. 

As discussed in this research, today's society has transferred into a knowledge-based society, 

where knowledge is seen as organization's key resource (Maier, 2007). We therefore find that it 

would be interesting to conduct a comparative study examining how different organizations 

encourage knowledge sharing from the employee's perspective, and if/how IT facilitates this. 

Davis and Mentzer (2007) argue that we need to increase our understanding of how managers 

should undertake the challenging issue of improving the organizations’ sales forecasting. Our 

research answered this with a focus on the development of a statistical sales forecasting model. It 

would be interesting to follow up this project. To shift focus and conduct an in-depth 

investigation of the Business Navigator and their work may further fill the research gap 

highlighted by David and Mentzer. 

 

6.4 Reflections 

Prior to this research, we as authors did not have any knowledge in Sales Forecasting, 

Knowledge Management or ITs role in Knowledge Management. We therefore needed to create 

a knowledge base in order to get an understanding about the subjects separately, as well as how 
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these subjects can be connected to each other. The fact that we did not have any previous 

knowledge of the subject could have had an impact on the quality of our research, but we also 

see that this can be a strength in our work. Since we had no preconceived opinions about the 

subject, we experience that it has contributed to us being able to have an objective approach. 

This has led to us having an impartial view on the application of Knowledge Management and 

ITs role on Knowledge Management.  

The fact that we have chosen to carry out our research on one company, can have both a positive 

and negative impact on the research. The positive aspect is that it has given us the possibility to 

understand how the Analytics team at IKEA works with knowledge management and ITs role in 

the sales forecasting process in depth. If we had chosen to conduct the study on more than one 

case, it could have given us insight about other organizations as well, but it would have been a 

more thorough observation of the cases.  

Through the insight we have gained about the Analytics Team at IKEA, we can conclude that 

there is an overall positive work culture prevailing in the team, something we think can have a 

major impact on the research results. McDermott (1999) mentions that electronic collaboration 

will only be effective on the assumption that the team has built relationships, many times 

required through physical interaction. This is something we also see as an influencing factor on 

our results, as the team we have conducted the study on, already built relationships through 

physical interaction. We also find that different companies’ attitudes towards knowledge are 

different and that IKEA is a company that attaches great importance to it. They ensure that the 

knowledge development is continuous by providing room for it in a timely manner. We also 

believe that providing plenty of development opportunities can be a motivating factor for 

knowledge sharing and creation. Consequently, we believe that our results could have been very 

different if the research was conducted at a company with less initiatives towards knowledge 

development.  

We find that the semi-structured interviews led to the interviewees giving us information that we 

had no insight into before. Through our designed interview guide, we were able to conduct the 

interviews with a structure while leaving room for follow-up questions. During the interviews, 

we felt that this made it easier because the interviewees had different roles and perspectives, 

which sometimes could lead to the questions being interpreted differently. The fact that the 

questions were interpreted differently led to receiving unexpected answers from time to time, 

which we see as a strength and contributing factor to the result we have achieved. This also gave 

us a clearer picture, better knowledge regarding how the team at IKEA works as well as the 

working climate of the team. 

In our thesis we discuss tacit knowledge and how much of the tacit knowledge to document in 

order to create explicit data sources. There is a discussion about how much documentation that is 

considered necessary. We believe that it is important for organizations to have clear guidelines 

on what is relevant to document. Also, we think it can be an advantage for organizations to 

review the explicit data sources available to make sure that these actually have the potential to 
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connect with the tacit knowledge of the employees. If many of the explicit data sources does not, 

there is a risk that less employees uses the data sources that are provided. 

Overall, we are satisfied with the results we have achieved with our research. To begin with, we 

see the development process of the sales forecasting model as very interesting as it has an 

important role in retail organizations planning. In today’s society, employee rotation happens 

continuously and it is therefore crucial to take advantage of the knowledge that exists within the 

organization, something that we think our work highlights. Our work also highlights that there 

are complexities in knowledge sharing and creation, and that IT facilitates these processes. In 

some processes with a primary role and in other with a secondary role. Furthermore, it gives an 

understanding of how IT can be used in knowledge management, but also, that it is important to 

not lose that IT is primarily a support, whereas the knowledge is created by the employees.  
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Appendix 1 - Interview Questions 

 

This appendix presents the conducted interview questions that was used to guide our interviews 

with the employees at IKEA. Since the interviews was of semi-structured nature, it allowed us to 

ask relevant supplementary questions to seek clarifications and additional information. These 

prompts are considered as a natural part of the interaction and are therefore not included in this 

appendix. 

 

Information about interviewees 

1. Name 

2. Describe your role at IKEA 

3. How long have you worked at IKEA? 

4. Do you want to be anonymous/change name? 

 

Contextual information about Sales forecasting at IKEA 

5. How does sales forecasting play a role in the company? 

6. How does IKEA work with sales forecasting at present? 

- Who are included in this work? Which team ex? 

- What parameters are included? 

7. How do you think this process could be improved? 

8. How does technology play a role in sales forecasting? 

9. Some believe that there are two main method of forecasting; statistical techniques 

and judgmental method (human), together with technology - How would you 

estimate IKEAs use of the two different methods in sales forecasting? Ex; 50% 

statistical techniques, 50% human judgment 

10. How do you think the distribution of the methods should look? 

11. How do you use ‘human judgements’ in your forecasting process? 

12. How important is the human judgment aspect of your sales forecast? - thus the 

knowledge and assessments of individual individuals? 

 

Knowledge Management 

13. Do you feel that IKEA sees its employee’s knowledge as something important and 
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that it should be developed? Is this something that IKEA works actively with? 

 

Knowledge assets 

14. Do you think all types of knowledge in sales forecasting can be shared 

electronically? If not - how do you share this knowledge? 

15. How do you share tacit knowledge such as skills and know-how of individuals? 

16. How do you share tacit knowledge that is routinised and embedded in actions and 

practices in sales forecasting? For example, know-how in daily operations, 

organizational routines and organizational culture. 

 

BA 

17. What IT system(s) do you use to share knowledge in sales forecasting? 

18. How do you use the IT-system(s) to share knowledge in sales forecasting? 

19. Can you explain how IT systems(s) help with tacit and explicit knowledge 

management in the context of sales forecasting? 

 

     

    

   

 

     

    

   

 

 


