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ABSTRACT

This study analyzes the process of organizatiomawkedge transfer between subsidiaries of the same
multinational company, operating in different caigg. The research method used was a single cadg she
company studied being an American multinationataitesd in Brazil for more then 30 years. In-depiterviews
were conducted with managers from different areitis frequent contact with units abroad. As a resthvas
found that the multinational corporation studie@éspite having a good performance, has some asfmcts
improve when it comes to knowledge managementpagth it has a robust structure to support this ggec
Some hindering factors in the intercultural trangdé organizational knowledge are identified, irdihg the
difficulty due to the large amount of informatiambe managed, an “arrogance” by developed countaiasthe
lack of knowledge of who are the people in possessf knowledge that you are seeking.

Keywords: Intercultural Knowledge Transfer; Management Krexge; Multinational Companies.
RESUMO

O estudo analisa o processo de transferéncia decwonento organizacional entre subsidirias de m@sma
multinacional, presente em diferentes paises. donétle pesquisa utilizado foi o estudo de casousma
companhia norte-americana instalada no Brasil hds ma 30 anos. Foram realizadas entrevistas em
profundidade com gestores de diferentes areas amtato frequente com unidades no exterior. Como
resultado, verificou-se que a corporacdo multinsdiestudada, apesar de apresentar bons desempeobsis
aspectos a aperfeicoar no que tange a gestao dweaorento, ainda que tenha uma estrutura robusta pa
sustentar esse processo. Alguns dificultadoresamaferéncia intercultural de conhecimento orgaiizel séo
identificados, incluindo a dificuldade devido amta quantidade de informacdes a ser gerenciadaguemdual
“prepoténcia” por parte de paises desenvolvidosdeszconhecimento de quem sdo as pessoas detemoras
conhecimento que se esta buscando.

Palavras-chave: Transferéncia Intercultural de Conhecimento; Gestdo Conhecimento; Empresas
Multinacionais.
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RESUMEN

El presente estudio analiza el proceso de tramsfierade conocimiento de la organizacién entreléfiade la
misma multinacional, que opera en diferentes paidewétodo de investigacion utilizado fue un egtudte caso

en una multinacional americana instalada en Bilasie mas de 30 afios. Las entrevistas en profundiglad
realizaron con los gerentes de las diferentes @peagienen contacto frecuente con unidades ertelrgero.
Como resultado, se encontré6 que la empresa mutiimaictiene aspectos a mejorar en lo que respedsa a
gestién del conocimiento, sin embargo, tiene unauetsira robusta para apoyar este proceso. Algunos
complicandos la transferencia intercultural de cime@éntos de la organizacion estan identificadosluyendo

la dificultad debido a la gran cantidad de inforidaa gestionar, cualquier "arrogancia” por paddod paises
desarrollados vy la falta de personas que sontldargs de los conocimientos que se esta buscando.

Palabras clave: Transferencia de Conocimiento Intercultural; Gestidel Conocimiento; Empresas
Multinacionales.

1 INTRODUCTION

The globalization era, based on the market domjnimeans a new phase of modern capitalism
(BRUNET; BELZUNEGUI, 1999) and involves changessirial, economic, political, geographical, histatic
cultural, linguistic orders among others (IANNI,999. The change that the globalization process ptesis
reflected in the business world aspects, especiallgnultinational companies — complex organizatiohat
operate in an interconnected way in different gaphic environments (QUINTANILLA, 2002).

The increasing expansion of multinationals gensratev management demands, such as the ability to
operate through units spread across the continEnés.international corporations need to understand
position themselves ahead of the new context,ziaglithe diversity in which they operate and tatteamtage of
this environment. In the past, the main form of kets’ wealth was material. Today, however, the econ
based on financial resources has been supersedétkt ipformation age. Thus, in modern times thelthea
becomes the product of knowledge (STEWART, 1998).

Therefore, taking advantage of the diverse coritexthich they operate and their size, organizationa
knowledge management - a procedure in which orgéinizs capture knowledge, transfer it and makseful -
can actually be a source of competitive advantageoiliganizations (BARTLETT; GHOSHAL, 2003;
DICKMANN; MULLER-CAMEN; KELLIHER, 2009; NOBEL; BIRKINSHAW, 1998).

However, cultural, language and legislation difeessy among many others, can represent difficulties
for the knowledge transfer in the international rer@®. When the knowledge management process is not
properly conducted or not performed at all, mulim@al companies lose the opportunity to differemti
themselves. One of the critical components to immg the quality of multinational companies is ttepacity
of taking advantage of all available informatiobeth internal and external. This is a challenge thughe
enormous flow of information that companies ararfaevery day, loaded with their implicit multicutalism
(ALBESCU; WRESTLING; PARASCHIV, 2009).

In this context, the present study analyzes theqs® of organizational knowledge transfer between
subsidiaries of the same multinational company,ratpey in several countrieS.hus, the research question
guiding the study is: how does the process of kadgé transfer of a multinational company occur agnits
headquarter and its subsidiaries?

In this line of research, some studies have beewrldged, such as research done by De Long and
Fahey (2000), Gonzalo (2005), Lilleoere and Har{@éi 1), McDermott (1999), McDermott and O'Dell (290
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Sun and Scott (2005); Szulanski (1996). Researchstd on the international knowledge transfer vies the
focus of some papers, including Cunha, Yokomizo @agbellini (2009), researchers Ferreira, Li andr&er
(2010) and even Inkpen (2008). However, much restinbe explored in the literature with referenezehtis

subject, especially in Latin America.

2 THE MANAGEMENT OF ORGANIZATIONAL KNOWLEDGE

There are different perspectives in the literatordefine the concept of knowledge management.elher
are tendencies that treat the theme focused onvéioo processes, including authors such as Colen a
Levinthal (1990), Maldonado, Santos and Santos 20dommonly addressed in production areas. There i
another academic aspect that directly relates keayd management with information systems, suchuasan,
Mclean and Wetherbe (2004) and Slack, Chamberslahdston (2009), that is widely used in the infaioma
technology field.

Another perspective, widely spread and adoptedisngtudy, doesn’t focus on innovation processes no
information systems, despite being part of the @sscof knowledge management; it considers infoomati
systems only as resources that enable knowledgegearent, and the innovation being only a part & th
process. Therefore, knowledge management impli@sefong greater than the capacity of the company's
innovation and information technology resourceshht sense, for Nonaka and Takeuchi (1997), thme tefers
to how the stock of knowledge management in anrorgéion flows over time. Thus, managing knowledge
implies a continuous flow of organizational knowgedhroughout the company.

Based on this perspective, there is a relative emmss in the literature to define knowledge
management as a process which occurs by the captansfer and application of organizational knalge
(ALBESCU; WRESTLING; PARASCHIV, 2009; ARGOTE; INGRW 2000; CLARI; POPADIUK, 2010;
CUNHA; YOKOMIZO; CAPELLINI, 2009; DARR; KURTZBERG,2000; INKPEN, 2008; DAVENPORT;
PRUSAK, 1998; HOLDEN, 2001; INKPEN, 2008; LIM; AHME ZAIRI, 1999; MOITRA; KUMAR, 2007;
NAREH, 2008; NISSEN, 2007, NONAKA; TAKEUCHI, 199 PERRIN; ROLLAND; STANLEY, 2007,
RIEGE, 2007; WIJK; JANSEN; LYLES, 2008).

Knowledge management involves: 1) individualst@®)ls and technologies of the organization, 3) the
work of the organization and their interrelatioqshiand 4) various networks formed by the combamatf
individuals, tools, and work (ARGOTE; INGRAM, 200®Ibescu, Advocates and Paraschiv (2009) emphasize
that knowledge management is the interaction amdnmanication of tacit knowledge, implicit, informahd
unstructured (human experience, understanding thmah mind) with explicit knowledge, structured and
formalized (documents, databases, etc.). Accordinghese authors, knowledge management is developed
through a heterogeneous network, with technicahydry material and social components.

Therefore, knowledge management refers to the aopf management practices that can enable the
identification, capture, transfer and applicatioh kmowledge that occurs through people, processes a
resources and the organization. Managing knowleggeesents a major opportunity to improve the duali
standards of organizations, enabling them to olgabstantial savings, significant improvement ia tise of all
available resources and therefore to gain a cotiygetidvantage over competitors (ALBESCU; WRESTLING

PARASCHIV, 2009).
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For over a decade the topic of knowledge transéx heen under discussion by researchers. Their
definitions are diverse, but mostly converge ineortb treat the knowledge transfer as a procedsottwurs
between individuals or the organization part tothen with its subsequent implementation. The agkbpérm
"transfer”, and not "dissemination" to Szulansiq®), is justified because the "movement of knogtedithin
the organization is a distinct experience, not adgal process of dissemination, and depends on the
characteristics of each involved "(p. 28). Therefdhis is the term mostly adopted in scientifiictes on this
subject.

Szulanski (1996) describes in depth how the knogdettansfer process works. According to the
author, there are four stages for it to occur: ithiéation, the implementation, the ramp-up (ingeaof
performance in a given process) and the integrafitve initiation covers all the stages that leatht transfer
decision. At this moment in the organization a sseitg and a potential solution to it coexist, irotmer words,
the knowledge and the need for this knowledge. ™ssovery of this need causes the search for rfgndi
solutions, guiding the search for knowledge. Therlatage, the implementation, occurs when ressuitoa/
between the source and receiver. At this momenmetisethe establishment of social ties betweerpdrées, and
knowledge transfer is usually adapted to fit preseeds. The third stage, called ramp-up by thbaaustarts
when the receiver begins to use the knowledge femesl. At that time, the receiver usually uses tiesv
knowledge ineffectively at first, but gradually ingpes its performance. The final stage, the intémmaoccurs
when the receiver reaches satisfactory levels dbpeance with the knowledge transferred, whichdgedly
becomes routine.

Davenport and Prusak (1998) emphasize that knowl&gdgsfer involves two actions: the transmission,
sending or presenting knowledge to a potential pre and its absorption. Therefore, if knowledgenot
transmitted and absorbed, it was not transferrenvéver, several authors in this area, that pubdisifeer the
nineties, add that there is only knowledge transfben the receptor undergoes its influence (ARGOTE;
INGRAM, 2000; PERRIN; ROLLAND: STANLEY, 2007; WIJKJANSEN; LYLES, 2008) or the receptor
applies this knowledge (DARR; KURTZBERG, 2000; INKR, 2008; NAREH, 2008; RIEGE, 2007).

Barachini (2009) states that only information candisseminated and exchanged, not the knowledge.
However, technology is actually just an enablerifdormation transfer. When information is transéef, it is
the ability to act on it that makes knowledge (LIMHMED; ZAIRI, 1999). So when it comes to influence
caused and application of knowledge caused byeptec(ARGOTE; INGRAM, 2000; DARR; KURTZBERG,
2000; INKPEN, 2008; NAREH, 2008; PERRIN; ROLLAND;TSNLEY, 2007; RIEGE, 2007; WIJK;
JANSEN; LYLES, 2008) its use is assumed, validathegterm knowledge transfer. Therefore, this stadiypts
this nomenclature, and not information transfersithilarly assumes that the transfer process ireslthe
knowledge of its movement to the receptor, wittsitbsequent application.

Knowledge transfer can occur between different lev@roduct or process, units of the same
organization and between organizations with fraseheélationships, the same chain or professiortalanks, as
well as independent organizations (RIEGE, 2007)thie present research, the work focuses on knowledg
transfer between different units of the same omgian.

Previous studies have shown that the organizatiomalvledge transfer can occur in several ways: by
movement of personnel, training, communication emerpersonal relations, observation, transferagds and

services, patents, scientific publications, premgonis and interactions between suppliers and coessi
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(INKPEN, 2008). Regarding its operation, Easterlyit§, Lyles and Tsang (2008) draw attention to fidet
that knowledge transfer is a complex phenomenortlzatdn practice it is not easy to be successful.

Each type of organizational knowledge demands miffeforms of transfer (CUNHA; YOKOMIZO;
CAPELLINI, 2009) and it can be hard - when it cone®xplicit knowledge - and soft - when relatedaoit
knowledge (DAVENPORT; PRUSAK, 1998). The hard knedde is related to that which is supported by
information technology and communication. Sincs itiore formal and systematic, it is transmitted ereasily
from a distance, as it doesn’t require personatamrbetween sender and receptor (CUNHA; YOKOMIZO;
CAPELLINI, 2009). Now, the transfer of tacit knowllge demands some kind of interaction between searder
receptor in the same space and time, which makewit difficult in international relations. InkpgA008)
argues that when knowledge is highly tacit, it'fidult to transfer it without the movement of penel. In the
management of international knowledge, beyond taesfer of tacit knowledge through the expatriatitre
technology allows other forms of transmission tlglouthe use of synchronous interaction tools (when t
communication between sender and receptor ocamdtsineously), such as audio and videoconferencing.

Therefore, it is concluded that the knowledge ti@mprocess can take place in two ways: 1) when it’
stored in a database, whether or not of a techiwalbgature, and is subsequently accessed bydéepters, and
2) when the transfer is performed through the i@tahip between individual-individual, going thrdugersonal
contacts or support of information technology reses.

Being one of the primary processes of knowledge agament, knowledge transfer is a complex
phenomenon that occurs continuously in organizatiamether it's managed or not (DAVENPORT; PRUSAK,
1998). Although several studies argue that knovdetgnsfer is key to competitive advantage and traf an
organization, little is known about how to transfarowledge within and across organizational bouiedar
(INKPEN, 2008). Literature offers little evidencbaut the success of actions that managers miglsicemto
reduce the barriers to knowledge transfer withid laetween units of multinational companies (RIEGE)7).

Several factors interfere with the actions of krexdge transfer in organizations and often they ate n
visible. Aspects related to the individual, orgatian, technology and the very nature of knowledggy
determine the success or failure of the organimatiinowledge transfer.

Szulanski (1996) discusses four aspects that coatplithe knowledge transfer: the characteristics of
the transferred knowledge, the source, the recemtdrthe context in which the transfer occurs. fHide below
summarizes the main ideas of the author, addressenfpcus of the transfer, the possible hinderamdezach

perspective their description.
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Table 1 — Factors hindering the knowledge transfer
Focus Hindering Description
Refers to the difficulty of reapplication of a capg within the
Causal ambiguity | organization, without full understanding of the seas for success pr
K_lrlowlefdge failure of reapplication.
ranster Lack of proof of |Lack of evidence that demonstrates the usefulnéskeoknowledge
knowledge leading to the adoption of the transfer by receptor
Lack of motivation by the holder of knowledge, eittby losing thei
Lack of motivation property”, a position of privilege or superiorityot being recognized
Source of for it, or not wanting to spend the time or resesrdor knowledge
Knowledge transfer.
Not being seen as| When the holder of knowledge is not seen as rajahkre is resistange
reliable to the knowledge transfer.
Reluctance in accepting knowledge from outsidedifeg to ill will,
Lack of motivation | passivity, simulated acceptance, sabotage or @utrigjection of
adopting and using the new knowledge.
According to Cohen and Levinthal (1990, p 128) thiesorptive
, capacity refers to the "ability of a firm to recamm the value of
Receiver of | | ack of absorptive| external information, assimilate it and apply itr fcommercia
Knowledge capacity purposes”, still according to the authors, beiriticat to its ability to
innovate. In this case, the receptor would be wné&bloperate externfl
knowledge sources.
Lack of capacity | Reflects the difficulty of the receptor to institutalize the use of nev
retention knowledge.
%?ig'éﬁggcsl A situation that does not favor or even inhibite tkransfer o
Context P knowledge.
context
Difficult This situation is intensified especially when theowledge transfer

Relationships

involves tacit components, requiring multiple iridival contacts.

Source: Elaborated by the authors based on Szulgr896).

Riege (2005) discusses the hindering of the knogdeddansfer from three perspectives: the perspectiv

of the individual, of the organization and of thechnology. From an individual perspective, barrigrs

knowledge transfer are related to the lack of thiéty of communication and disabled networks, €eiffnces in

national culture, overvalued status of jobs an#t laictime and confidence. From an organizationabspective,

the author states that the barriers are relategtdoomic viability, infrastructure and resources;essibility of

formal and informal meeting space and the physoalronment of the company. From a technology petiye

Riege (2005) states that the barriers seem to brelated to aspects such as unwillingness to upéicagions,

unrealistic expectations of systems and informatéminology, and the difficulty to build, integratad modify

technology-based systems.

Moitra and Kumar (2007) found that several compsnidespite having knowledge management

programs, were not clear about what knowledge thagted to manage and why. As a result, their kndgée

management systems were nothing more than sogtediclocument repositories, containing an infiaiteunt

of knowledge. The knowledge transfer requires awirenment geared towards sharing, which is strongly

influenced by management attitude and the beliefeeoorganization (MOITRA AND KUMAR, 2007).
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The complexities and challenges of managing knogddoecome particularly elevated when this task
goes beyond geographical borders. Besides theitptavet measures of economic environment that eataken
of any routine analysis available and integrathd,major difficulty is to evaluate the politicaggal, social and
technological, not to mention cultural differencethe most hidden part of the foreign environmenttbe
creation of common knowledge (ALBESCU; PUGNA; PARZ{HV, 2009).

Nissen (2007) states that multinational organizetiare involved at different levels of intercullura
interaction, and some differences may preventlte 6f knowledge. In this sense, the sets of noant beliefs
that are based on a monocultural scenario — wigiat to the institutional regularity and predictiypiln this
context — can become sources of conflict and uaitgyt in multicultural contexts, which directly irmapts on
knowledge management. Holden (2001) reinforces thathe context of global business the knowledge
management is, in fact, an intercultural activiand that it should be promoted and continuallynefthe
intercultural collaborative learning.

Many factors influence its culture, including giin, training and education, economy, structure,
history and climate (MARQUARDT; BERGER; LOAN, 2004)he organizational culture reflects national
culture, which manifests itself in common mentalitalues and shared norms (SEMLER; DE LEON, 1996).
Management strategies, structures and styles tkaadecuate in a given cultural environment mightt lve
adequate in another (BOHLANDER; SNELL; SHERMAN, 200 Even the best companies and well-
intentioned individuals can find difficulties in kural aspects (MENDENHALL et al., 2003).

These elements are extensively explored in likeeatas the source of impact in the transfer of
organizational knowledge, shown by various authestgsh as Lamproulis (2007), Li and Scullion (2006),
Magnier-Watanabe and Senoo (2010), Nissen (20@&&krSann and Friesl (2007) and Small and Sage (2006)
In this way, it can be understand how the orgaitnat knowledge transfer is deeply affected byehkure of

the country.

3 THE RESEARCH METHOD

We adopted the method of case study for the relsepainted out by Yin (2005) as a research strategy
that addresses the logic of planning, the techsigfielata collection and the analysis of specifipraaches.

Due to the company’s request, its name had to pedexret. Thus, the fictitious hameAafam Smith
is given to describe the company. The choice of tiimenclature was motivated by the fact that $ $mme
similarities with the original name of the compangt mentioned here, of course, to preserve itfidemtiality.

The organization studied was founded in the Uni¢ates in the nineteenth century. It's one of the
world's largest manufacturers of equipment relabethe agricultural sector, while also addressititepmarket
niches. The company has 55,000 employees arounadHhd, with about 60 production units. Its facewiare
spread across 17 different countries including: USkexico, Canada, Argentina, Brazil, Germany, Swede
Russia, South Africa, India, China and New Zealaftblese countries show the continents on which the
company is present, showing its internationalizatio

The company's worldwide turnover was 32 billionldd in 2011, generating an operating profit of 4.5
billion dollars this year. In 2009 and 2010, regpety, its turnover was at a level of 23 and 2Bidm dollars,

while its operating profit was 1.6 and 3.4 billidollars in the same years. According to the 20Iiuahreport
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the company's global trends are supporting its gmerformance and promising future prospects. Tloslav
include the raise in the planet's population arwleiased global prosperity, especially in Brazilssta, China
and India.

In the nineties it began to manufacture productd ws brand in Brazil. Also in the nineties, the
organization opened a new factory in the Midwegtae of the country, and in 2005, it expanded itsdoiction
capacity with a new factory installed in the soaftthe country - a subsidiary that is held in thisvey, whose
fictitious name adopted in this work Eglinburgh (also avoiding the identification of the busine$s)2006, the
company centralized its operations in Brazil anditBcAmerica through an officce located in Porto gk a
city in southern of Brazil. According to companytalaamong their strategies in Brazil is the exaayal
performance in its operations and its teamworknaieghigh performance.

The subsidiary in which the research was perforrttesl ,unit of Edinburgh, has a building area of 68
thousand square meters, set in 96 acres belongitttetcompany. The factory location was chosentduis
location in the metropolitan area, availabilityskilled labor in the city, good opportunity of sligps and good
position in terms of logistics. The subsidiary lzproximately 650 employees, approximately 60 wham
women.

Data collection was conducted from October to Ddum?011, through different techniques. Among
primary data obtained by the researcher, a difes¢rwation of the researcher and the semi-strutiaterviews
were carried out. The analysis of secondary datay fndirect sources, was performed by externaliatatnal
documents of the organization researched, incluttiegcompany's annual report, internal reports \aribus
presentations.

The interviewees were selected with the main doitebeing frequent contact with people or areas of
subsidiaries located abroad, or with colleaguab@aheadquarters, located in the United Statesitidddlly, it
was requested of the company that the interviewess from different areas, providing an insightddferent
perspectives of their work. At least one persomfithe information technology area and a person whéh
Resources were also asked to participate in theegurareas often highlighted by the literatureesponsible
for knowledge management in organizations.

The professionals participating in the researchetav accelerated pace of work, characteristic isf th
type of organization. The interviews were schedieadvance, but eventually were transferred ocelau due
to setbacks. They lasted from 40 minutes to tworouarying with the availability of professionadsd the
natural depletion of the subject.

As shown by Charmaz (2000), the sample size isngagethe time when the answers start to repeat,
indicating the saturation of the subject. With $&mireasoning, Slongo and Rossi (1998) state that t
homogeneity of the answers can determine the nuibmmterviewees. Following these criteria mentidrigy
the authors, a total of eight interviews were pernied at moment when the answers were already hamogs
and repeating themselves.

Among the interviewees, most are supervisors (sixg, is a senior designer and one is a manager. The
areas involved in the interviews are: Product hestiaboratory, Quality Systems, Information Systems
Logistics, Construction and Utilities, ManufactigjriProduct Engineering and Human Resources.

With the consent of the interviewees, the intergewere recorded and later transcribed. The

assessment of these data was done using contdpsianAccording to Bardin (1977) and Vergara (20QBis
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analysis technique of communication is a tool fgstematic description of message content and inferef
knowledge involved.

While reading the material, the categories of agialyere defined carried out by means of a mixed
grid. According to Vergara (2006), the categoriamalysis are defined in a preliminary way, catezgorelated
to the object of study, but assuming the inclusenxglusion and subdivision of categories during dhalysis
process. Therefore, the categories of analysis wefmed as follows: (i) lack of personal contaatid (ii)
difficulties with language and cultural aspectseThsults of these three categories are showreimetsults of

the analysis section, below.

4 ANALYSIS OF KNOWLEDGE TRANSFER PROCESSES BETWEEN SUBSIDIARIES OF A
MULTINATIONAL COMPANY

There is an environment for knowledge transfethim drganization studied, so that this processiis pa
of everyday life and proves to be internalized mpkyees. It happens to both request knowledge, fecnwell

as issue knowledge to other units, as evidencebéyeports below.

We are encouraged to perform knowledge transfef. I[.think that's something that's already in
everyone’s blood. Asking a question of someonetioerte is like to asking someone here in the factory
I'd say it's okay; the structure is already globedi (Interviewee 4).

There is a favorable climate for knowledge trans¥@s, for sure. Both to receive as well as to give
Because we have some experience here that servasreference out there. So this is a bilateral
knowledge transfer (INTERVIEWEE 7).

Although there is this cooperative environment floe knowledge transfer, it doesn’'t always occur
spontaneously, as evidenced by the end of theqarsvieport — provided when requested. The firgriui¢wee
claims that “There is cooperation, but it's notesyvspontaneous thing ... It happens as neededhedrsame
way, Interviewee 5 states that "something likeeheeople, | found a gold mine!” hardly happens. dllguthe
guy who's making the first contact, he's in needashething”.

Although the reason for the sharing of knowledgeuoing "on demand" was not mentioned by the
interviewees, it's assumed that this must occurnigailue to the function of routines and the amoaht
responsabilities of the company’s employees, nairiticing this behavior spontaneously. Additionalithe
systems and the company’s tools allow the subsgid@midentify the best performance in accordanceh he
process, facilitating the flow of knowledge.

Moreover, a favorable environment for the knowletlgasfer may vary according to the area and unit.
Although there is a willingness to share knowledggn units from other countries, the report beldlwstrates

this shortcoming.

This is closely linked to the department. Each depent works one way. [...] The maintenance area
works in a way, the area of materials works indteer, the product engineering works in another.way
[...] While sectors are well aligned, like the Isi@s department, materials, product engineeriageh
sectors that are not fully aligned. So, the orgational climate for knowledge transfer varies. Enhare
places in which it is very favorable, and othersv/hich it isn't. INTERVIEWEE 5).

Even with the exception made in relation to someasyrit can be concluded that overall, there is a
favorable environment for knowledge transfer in tirganization studied. This feature seems to bé @far
company culture.
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Despite the organizational knowledge transfer betweountries being a widespread practice in the
organization studied, several factors inhibit firiscess. Below we discuss the hindering factonstified in this

study.

4.1 Lack of personal contact

The lack of personal contact was identified as gomiainderance to the knowledge transfer between
countries. Interviewees emphasize the gains adti¢hmwugh face-to-face meetings and even knowirgg th

physical working environment of other units. Thédaing reports show these perceptions.

When people know each other they are more opeslatianships. | am able to talk to him, he knows
how | do things here, he saw the perimeter. I'enlibere, | also know. So when we talk, | know whet
has and he knows what | have (INTERVIEWEE 1).

Interviewees emphasize how important face-to-fagetact is, easing the professional relationship.
Personal contact has a much greater force thanaiiah happens through other means. E-mail, fongte,
without a previous personal contact, can oftemiaéfective.

Even with all the technology provided by the compart was emphasized that this type of

communication is irreplaceable.

The fact that we interact outside, this transfethihk that some tools have helped us a lot. The
videoconferencing, WebEXx ... But often we know ttie effectiveness of being face-to-face with the
person is not the same (INTERVIEWEE 8).

What we could have are more face-to-face meetindisseems even that it is a step behind withredi
technology that we have there. [...] | think | ntidgike more face-to-face better at this point. Muaki
things more personal and less virtual. [...] Itiedkof ... Taking a step back from these computing
resources. [...] A bit contradictory, huh. Distahcéou don’t have more distance. Computers, cellular
phone, and other things. But physical contact,-faeface, nothing can replace it (INTERVIEWEE 3).

It's interesting that the above testimony was mbygl@n information technology professional. Adding
to this point about face-to-face, it was also comteé that the knowledge of the physical work envinent
could also impact on knowledge transfer.

The interviewees also brought the more assertivenmenication. When we are face to face with the
individuals, especially when they’re don't speaé ttative language and have a diferent culture,ipalysontact
can provide better understanding in dialoguesuioly gestures, as the cultural differences betveeemtries
can generate different meanings. According to Bufds, Snell and Sherman (2003), differences iruoaltan
impact on non-verbal communication, manifestingsituations such as eye contact, the handshake hend t
touch, "ok" gestures and insults, among otherd, Bliysical contact would lead to benefits in coumitation,
as evidenced by the interviewee 3: “Talking over finone, sometimes the person can say ‘yes’ [ishing to
say ‘no’; if you're face to face you realise foetherson’s reaction what he wants to say”.

Knowing the individuals personally strengthens pssfonal relationnships and is an important aspect
of knowledge transfer between countries. This gedge essentially collaborative (RIEGE, 2005; SCHUER;
RIEGE, 2009). Therefore, the greater solidity itatiens, provided by direct physical contact, fesszdhe
knowledge transfer, as shown by the previous statésn
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4.2 Difficulties with the language and cultural aspcts

As mentioned previously, the company studied iadqeartered on the U.S.A with subsidiaries in
several countries. Adding to it, the contact betwdlee company units is continuing. Given the dédfer
languages involved in this context, the language it& nuances, such as accent, represent an impetim

knowledge transfer.

Everything on Smith is in English. You receive agedure from abroad, training from abroad, it is in
English. Everything is in English. Just to havadea the staff meetings are all in English. HerBiiazil.

All of them. Why? We have a colleague who is Amemica projector manager, who doesn't speak
portuguese [...] So these language barriers ...héwe to be prepared for that INTERVIEWEE 8).

According to Crystal (1997), companies are goimgulgh a new global process called "bilingualism",
in that they all speak the native language and taHaglish as the only foreign language. This beceeen
stronger because the company researched come fnoenics.

Even with a good command of a non-native languaggeater effort is always demanded and possible

loss of information can happen, as the testimorth@f®employees below corrorborates.

| think one difficulty is always the language. Evénthe person has a great skill, we always lose
information. [...] There is already the ofmattervdiat you speak not being not exactly what theqrers
understands speaking the same language. Speakiiffgr@nt language also has something that is lost
(INTERVIEWEE 6).

Some employees interviewed are developing the Eggygradually. The professional situations end up
requiring the improvement of English, as mentiobgdnterviewee 2: "Language is a major barrier. \Witt it
we can't proceed. When | came here in the beginmmgEnglish was terrible... But then | startedearn it and
to improve it.

Some of the employees surveyed recognize theirlowitations in the English language. "Sometimes
we still have, depending on the level of people ah® involved, difficulty in how structuring the egtions and
the way to expose and present something” (INTERVEBA2). Similarly, the following report reinforceket

limitations of language and the loss that it représ on the knowledge transfer.

I'm not fluent in the English language. But everople who are fluent have some terms, some slang,
which is: "you understand?" Or: "How do you say#idrying to tell something. Then three, four pleop
stay in a group trying to find that word they dorémember. It seems that when one forgets, everyone
forgets. It is collective forgetfulness. [Laughg] the language is a major barrier (INTERVIEWEE 5).

Given the lack of fluency in English or even theunal difficulties in speaking a not native langeag
loss of some information becomes inevitable. Anngpie of this occurs in meetings in non-native leamps,
which reflect a greater difficulty for the knowleglgransfer or even knowledge dissipated. “The laggumakes
it harder. Sometimes they are simple things butibes not quite understand the language and dolesony
what I'm asking. It causes information loss. Ort jteking longer to understand" (INTERVIEWEE 1).
Furthermore, the shame to assume the lack of ulagheling of the language may further aggravateitbatgon.

Cultural differences between countries play an irtggd role in knowledge management
(KOHLBACHER; KRAHE, 2007). As Weir and HutchingsQ@5), the management actions are rooted in a

specific cultural context, performing these cultupgrametres impacting also on the cultural knogéed
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management. Several examples, each of them vecjfispavere reported by interviewees in order tghtight
the cultural aspects that may influence the knogdetlansfer between countries.

The Human Resources department of the company pesnti@ining of cultural orientation, as shown
later. However, in the situation described, thedlgnte was punctual and promoted by an industra, avithout
involvement of the Human Resources staff. In a ltpic, performance possibilities are asked ofiHRrder to
deal with cultural aspects that affect the knowkettgnsfer in a systemic way.

However, there are cases in which the differencesiiture may also impact positively, as it carespr

good practice. The following report shows two dyi@aninvolving the culture of Brazil and the UnitStates.

I think that sometimes some cultural factors affetit. Like making an appointment and arrive |3tee
perception that my boss [American] has is that Bnazilians, when they are in a manager meeting,
everyone always wants to give the last word. Wamtsomment more, give more ideas. So the meeting
never ends. It affects, you know... The way the Acams have meetings is a lot different from odrs.
think it is different... They have an agenda, isréh here and here and it's over," it is much nforemal,
"Your time is up, let's go to the next item." Herethe business is a riot. [Laughs] The meetiagstate
and ends later. And so it goes... So these thiffigsts a bit INTERVIEWEE 2).

At first, this culture shock can cause discomfdos or conflict. However, in this situation, ifeth
objectivity of the meeting shows it as more prodigtit can be considered a good practice of tiyawization.
Thus, this culture can gradually root itself in tedis outside of their origin, as in Brazil, andptove positive.

As seen, the cultural aspects show that care nautiken to harmonize their differences. However, as
the interviewees’ statements show, these arenlringuntable obstacles. Thus, several actions ofetsearched

company can be taken to reduce the cultural impaicerated by the knowledge transfer between casntri

5 FINAL CONSIDERATIONS

This study assesses how the intercultural knowledgesfer between subsidiaries works and identifies
hinderances for this process at the company stuliegh a large multinational corporation like threecstudied,

a holder of significant financial results, has aspdo improve regarding knowledge management, ideftp
robust structure to support this process.

You can see a better climate for the transfer gaoizational knowledge between countries, a practic
that is built by employees of the organization &ddThus, this exercise seems to be part of thtereuof the
organization, evidenced by the constant benchmgrkfior this to occur, several features are usedllow
different forms of organizational knowledge tramsfdthin the company studied, involving intrands bwn
production systems, visits, communities of practioeums, software and video conferencing equipmemong
others. With all these features, the analyzed compaoves to provide a good framework to meet thmahds
of organizational knowledge transfer between coestieven with some limitations.

Several hinderances were present in the procdasoefledge transfer between countries. The scientifi
periodicals cover many of these identified hereghsas language, time zone, device connection prahle
budget restrictions and cultural aspects - thigdpr study focused on journals. However, other etspeeren’t
found in the literature, including the difficultyud to the large amount of information to be mandgeagance”
on the part of developed countries, and the lackrafwledge of who are the information holders ie th

organization.
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The ease to access the paradoxically informatipnesents a difficulty for knowledge management.
The production and availability of large amountsrdbrmation generates a problem: prioritize ththsst justify
being transferred and stored for later use. So thighmultidude of information available and theecabtransfer
provided by the technological resources of todapwedge management becomes even more complex.

Scientific periodicals that mentioned "prejudicedyout the country issuing or receiving knowledge
weren’'t even found. In this study, more specifizalin "arrogance" coming from a developed courdging a
developing country is identified, where receiverdransmitters of knowledge create resistanceawosfer it due
to "disregard”, so to speak, with relation to aeottountry that participates in this process. Tinding may not
have been previously identified - or at least iswinlespread in the literature - probably due tcstrad the area
publications being produced by developed countrses,that the theme explored from the perspective of
developing countries is still not as comprehensive.

Still, one of the findings identified as hinderinbe organizational knowledge transfer between
countries regards the fact that employees don'wkmcho the holders of certain knowledge are. While a
knowledge produced by the company researched andumber of tools and systems available, the feat t
employees often don’t know who are the knowleddddrs ends up not allowing the receiver to link \kiexige
with its emitter potential. Or, even when that hapg you lose unnecessary time in finding the cotiore
between these two links, which usually occurs iroa-structured manner.

However, perhaps the greatest discovery of thisareh lies in the impact of the human aspects of
organizational knowledge transfer between countridsspite all the sophisticated features availablehe
business - including communications tools, produrc8ystems andsoftware, among many others - thé&areh
shows that nothing can replace personal contaet.ability to be physically in one place allows pleoip get to
know each other, cultivate relationships and itlifates the understanding of the context in whiclowledge is
created and produces bonds that therefore impiesrétment and cooperation among people. Of coursg,
always that contact becomes possible, accorditigetdifferent costs that require international élav

In summary, this study demonstrates that orgawizatiknowledge transfer is substantially affectgd b
human relationships, in which face-to-face contaatill incomparable with the use of sophisticatechnology
available nowadaysThe research allowed for the discovery of eleméms hinder the process of knowledge
transfer, which may serve as a basis for buildawdst for quantitative evaluation, thus, enabling ¢xtension of
the research scope.

Thus, we can conclude that knowledge transfer btvemuntries involving face-to-face contact tends

to be more successful.

Artigo submetido para avaliagdo em 09/01/2014 é@para publicagdo em 03/12/2014
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