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Abstract 

The study and practice of knowledge management has grown rapidly since the 90s, 

driven by social, economic, and technological trends. Tourism has been slow in adopting this 

approach due to not only a lack of gearing between researchers and tourism, but also to a 

‗‗hostile‘‘ knowledge adoption environment.  Tirupathi is a major town and a famous pilgrimage 

center in India with developing hospitality industry in a rapid stage. In response to these facts for 

knowledge management application have been studied with the aim to increase the effective 

application of knowledge management for competitiveness and to improve the innovative 

processes in tourism. 
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INTRODUCTION  

The study of Knowledge management‘s (KM) inputs, building KM perspectives specifically 

into the challenging service sector-Indian tourism and would lead into KM applications and 

implements and its impact on service management in general. The research has been conducted 

in Tirupathi town of Andhra Pradesh state to have the study based on international customer 

base. The study would like to assess the level of awareness, understanding of the importance of 

KM, the level of implementation (with or without technology support) which can be used as a 

strategic HR tool in the hands of tourism players and their employees especially those in 

hospitality industry like hotels with their add on services like guides, tourist cabs, vans, buses 

etc., to deliver world class customized services to capture bigger market and market themselves 

through word of mouth – brand building to the remote corner of the world. 
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KNOWLEDGE MANAGEMENT AND TOURISM 

Knowledge management addresses the critical issue of organizational adaptation, survival, and 

competitiveness in the face of increasingly discontinuous environmental change. For tourism, 

this environmental change is evident in both the supply environment and the changing nature of 

consumer behavior. Destinations are constantly adapting to changing situations on the market. It 

requires continuous environmental scanning, understanding of customer behaviour and 

prevention of lack or overload of information. It means higher difficulty level of the work with 

knowledge by means of knowledge management. 

Knowledge management is being handled by many publications, which define it predominantly 

as ―a set of processes of generating, identification, gathering, processing and sharing of 

individual and collective knowledge with employment of information technologies‖ (Ciampi, 

2007). According to OECD (2001) ―generating, spreading and using of knowledge has become a 

vital factor for economic growth and changes, that are essential for innovative and knowledge 

economics‖. Besides knowledge management definitions there is a variety of approaches related 

to knowledge classification: 

■ Stewart (1997) distinguishes between cognitive knowledge (know what), skills (know how), 

system understanding (know why). 

■ Ruggles (1997) divides knowledge into process, factual, catalogue and socio-cultural. 

■ Carlsen and Skaret (1998) describe individual and collective knowledge. 

The most frequently used knowledge classification was provided by Polanyi (1967), who 

distinguishes between implicit and explicit knowledge: 

■ Implicit (tacit) knowledge is personalized knowledge resulting from personal experience. 

It is difficult to codify and transfer them from experienced workers to recruits. It is knowledge 

hidden in human mind which is decisive enterprise power forming basis of knowledge 

management. Tourism organizations and enterprise subjects are usually rich in tacit resources; 

however, they are often being ignored due to their complexity. The reason is that individuals 

dispose of tacit knowledge but, on the other hand, they are not willing to contribute to the 

knowledge. Moreover, according to the definition the knowledge can´t be theme to broader 

discussion which results in complicated management of tacit knowledge and its owners. 

■ Explicit knowledge is contrary to tacit knowledge transferable and easy to codify. That is why 

it is in the focus of an organization and it can be found in the form of documents, database, items 

and customer suggestions expressed materially and stored in e.g. enterprise IS. In spite of the 

fact, that estimations of explicit knowledge reach only 10 % (Ahmed et al 2002), it is knowledge 

capital owned by the organization independent from employees. Explicit knowledge offers 

necessary infrastructure which is the reason why the employees stay in the organization. 

Knowledge classification mentioned represents an important dimension for knowledge 

management application in tourism, there is the need to identify, capture and convert tacit to 

explicit in order to transform it into capabilities for the tourism industry. 

Capturing knowledge includes definition of internal (employees) and external (customers, 

counselors, competition, etc.) suppliers of knowledge for organization or destination. Tacit 

knowledge acquisition is ―a process by which the expert´s thoughts and experiences are 

captured‖ (Awad, Ghaziri 2004, p. 123) using a variety of techniques. 

Codifying knowledge ensures knowledge deposit for efficient transfer, i.e. the correct 

information should reach the people concerned in time. According to Cooper (2006, p. 54) ―yet 

the process of codification is relatively well defined and follows three set stages, each designed 

to reduce redundant or obsolete sources. One, strategic objectives of the knowledge management 
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project are identified; two, the sources that address these objectives are identified; and, three, the 

knowledge is assessed and codified using appropriate techniques―. 

These techniques in the field of tourism include above all the data profiting from anticipation and 

solving of future circumstances. 

As to knowledge flows, the literature provides insights in understanding the transfer process. Of 

course, transfer can happen informally. But knowledge management does not leave it to chance 

and creates a systematic and disciplined approach where the key element is the imperative of 

transmission plus absorption (Davenport, Prusak 1998). In four ways transfer occurs through the 

interaction of individuals and groups (Nonaka 1991 in Cooper 2006, p. 55): 

 

1. Tacit to tacit, achieved through a process of socialization via meetings and team discussions, 

2. Tacit to explicit, externalized through brainstorming, 

3. Explicit to explicit, by moving knowledge around a network from one organization to another, 

which is relevant for destinations, 

4. Explicit to tacit, taking explicit knowledge such as a report and generating new ideas. 

 

INDIAN TOURISM SECTOR 
Tourism in India is the largest services industry with a contribution of 6.85% to the national 

GDP and 12.36% of the total employment in India for the year 2013. FTAs in India during 2013 

were 6.97 million (provisional) with a growth of 5.9% as compared to the FTAs of 6.58 million 

during 2012 registering a growth of 4.3% over 2011. Over 12 million Indian citizens take 

international trips each year for tourism, while domestic tourism within India adds about 740 

million Indian travelers. The tourism industry in India generated about US$184.46 billion in 

2013 and that is expected to increase to US$275.5 billion by 2018 at 9.4% annual growth rate. 

Global Rating 

 Share of India in International Tourist Arrivals: 0.64% 

 India‘s rank in World Tourist Arrivals: 42 

 Share of India in International Tourism Receipts (US$ terms) : 1.59% 

 India‘s rank in World Tourism Receipts : 16 

The United States is the largest source of International Tourists to India, while European 

Union (EU) nations and Japan are other major sources of international tourists. Less than 10% of 

international tourists visit Taj Mahal, with visiting cultural, thematic and holiday circuits. India 

has a fast-growing medical tourism sector of its health care economy offering low cost health 

and long term care. Andhra Pradesh (13.3) is in third position in attracting domestic tourists after 

Tamil Nadu (21.3) and Utter Pradesh (19.8). Ministry of Tourism is the nodal agency to 

formulate national policies and programs for the development and promotion of Tourism. In the 

process, the Ministry consults and collaborates with other stakeholders in the sector including 

various Central Ministries/agencies, the State Governments/Union Territories and the 

representatives of the private sector. Concerted efforts are being made to promote new forms of 

tourism such as rural, cruise, medical and eco-tourism. Domestic and foreign tourists are highest 

in the month of October in Andhra Pradesh. 
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The Hotel & Restaurants Industry has contributed between 1.2% and 1.5% of GDP over the 

last seven to eight years. The Ministry of Tourism estimates that there are more than 8700 hotels 

in the classified and licensed by the state governments but not approved categories. 

The Tourism and Hospitality sector is among the top 10 sectors in India to attract the highest 

foreign direct investment (FDI). In the period April 2000-August 2014, this sector attracted 

around US$ 7441 millions of FDI, according to the Department of Industrial Policy and 

Promotion (DIPP). 

TOURISM IN RAYALASEEMA REGION OF ANDHRA PRADESH 

Rayalaseema is a part of Andhra Pradesh with four districts Ananthapuramu, Chittoor, 

Kadapa and Kurnool with two international pilgrimage centres Tirupathi and Puttaparthy.  

Ananthapuramu is the largest district of Andhra Pradesh and the second largest district in 

India, first being the Ladakh Valley of Kashmir. The district is famous for silk industries and 

handicrafts apart from ancient forts and temples. The district occupies 4
th

 place in attracting 

foreign tourists after Hyderabad, Visakhapatnam and Chittoor.  

Chittoor district is a strategic location; this land has also been blessed by Mother Nature. 

Picturesque valleys, dense forests, undulating hills, shimmering waterfalls and deep mysterious 

caves, all give the nature lover much to fall in love with. Besides, it is also an international 

pilgrimage centre Tirupathi along with medical and education centers. The Andhra Pradesh 

government recently declared Sree Rama Temple, Vontimitta in Kadapa district as the place for 

celebrations of Sreeramanavami officially. Kurnool is largest district in the Rayalaseema region. 

Kurnool city is the medical center for the Rayalaseema region and this district is also pilgrimage 

centre with famous Shiva Temples. The popular places to visit in the city are the ruins of the 

historical fort of the 15th century with several Persian and Arabic influences and the ancient 

prison of Kurnool Fort by the name of Kondareddy Burz. 

 

REVIEW OF LITERATURE 
Ashish Arora and Suma Athreye assesses the contribution of software to India‘s economic 

development paying particular attention to the role of the software in the absorption of labor and 

the development of human capital in the Indian economy. India‘s specialization in software has 

been driven by two sorts of wage advantages that have reinforced each other: the lower wages 

for Indian software developers relative to that of their US and European counterparts makes. 

Mr. Manish says that tourism industry today is one of the world‘s fastest growing industries. 

The study shows that the satisfaction level of tourists in India is quite better and they are 

enriched. The researcher tries to find out the factors crucial for the success of tourist destinations 

and their positioning. The author also tries to find out the status of these factors in India and 

suggested some measures which can be utilized for up gradation of tourism Industry in India. 

Aaron  Tkaczynski, Dr Sharyn R. Rundle-Thiele, Dr Narelle,  Beaumont University of 

Southern Queensland suggested that the use of combined segmentation variables to develop 

tourism profiles is warranted and that a ‗one size fits all‘ approach is not suitable because 

different tourism stakeholders within a single destination attract different tourist, this 

research identified that the segments used by the destination marketing organization failed 

to holistically describe the tourist groups using the different services provided by tourism 

stake holders within a single destination. 
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Will Venters Prof., London
 
School of Economics, London, UK, argues that Knowledge 

Management Technology (KMT) is socially constructed in use based on the affordances and 

constraints of the technology artifact. He concludes by arguing that KMTs-in-practice, which are 

successful in supporting knowledge creation, must paradoxically remain in a state of neither 

stabilization and acceptance, nor abandonment and disuse. Practical implications of how this 

might be achieved are provided.   

Chaudhuri Ranjan and Verma Sanjeev say that Knowledge management facilitates the 

capture, storage and dissemination of knowledge using information technology. Knowledge 

management embodies the strategies and processes that a firm employs to identify, capture and 

leverage the knowledge contained within its organizational memory. It has been well 

documented that organizations with efficient communication linkages have higher information 

flow, knowledge sharing, cooperation, problem-solving, creativity, efficiency and productivity. 

An organization built on such well developed networks also produces measurable business 

results like faster learning, quicker response to client needs, better problem-solving, less rework 

and duplication of effort, new ideas and more innovation. It enjoys higher sales, more profits and 

superior market value. 

Arun Hariharan, Bharti Infotel Group is of the opinion that Knowledge Management is to 

support the achievement of business-objectives. Knowledge-contributions/sharing as well as re-

use need to be encouraged and recognized at the individual employee level as well as the 

company level. This is best done by measuring and rewarding knowledge-performance. 

Sustained strategic commitment and a corporate culture that is conducive to knowledge-

performance are vital for success in Knowledge Management.  Measures used to evaluate 

success in Knowledge Management must be related to business results. 

Yong Joong Kim, Murat Hancer proposes of the opinion knowledge management resource 

inputs that affect organizational effectiveness in the restaurant industry. They found that 

knowledge management resource inputs influence organizational effectiveness in a restaurant. 

The results reveal that the significant knowledge management resource inputs that affected 

organizational effectiveness were information technology, incentive, and a knowledge sharing 

culture. Information technology turns out to be the most important input followed by incentive 

and a knowledge sharing culture to improve organizational effectiveness. 

Anastasia A. Katousay  write in his paper to review methodological issues highlighted in the 

empirical literature in the field of strategic human resource management that may be applied to 

the hospitality industry, and to propose possible solutions to overcome methodological problems. 

His study makes use of a general HRM-performance linkage framework that refers to the ‗black 

box‘ in strategic human resource management, and is based on the three HRM perspectives 

(universalistic, contingency, and configurationally). 

Dr. Parag Sanghani highlights differences among employee opinions in selected 

industries. As IT industries are first mover in implementing knowledge management program in 

India, paper tries to investigate status of KM in Banking, Pharmaceutical, Cement and Other 

Industries compare to IT industries and by his study he was able to notice that every organization 

implemented the knowledge management.  

Chris Cooper says that the study and practice of knowledge management has grown 

rapidly since the 90s, driven by social, economic, and technological trends. Tourism has been 

slow in adopting this approach due to not only a lack of gearing between researchers and 

tourism, but also to a ―hostile‖ knowledge adoption environment. Its acquisition would close the 

gap and also provide both insights and potential applications for tourism. Research in Australia 



International Journal of Research in Management                                                                                 ISSN 2249-5908 

Available online on http://www.rspublication.com/ijrm/ijrm_index.htm                       Issue 5, Vol. 6 Oct.-Nov- 2015 

©2015 RS Publication, rspublicationhouse@gmail.com Page 99 
 

supports the assertion that this field is a late adopter of knowledge management. In response, 

here the author tries to   provide a model for tourism. 

NEED AND SCOPE OF THE STUDY 

The Tourism industry is growing in a fast pace in India. It needs newer greater 

managerial capabilities and strategic inputs to empower the organization for better customer 

service delivery that leads the organization for improved performance, customer delight and 

building core competencies for future growth and sustenance and improved margin of profits. 

The research visualizes the Knowledge management as strategic quality inputs to tourism 

industry to empower them for better customer satisfaction and profits. The most challenging 

service sector is tourism industry and hotel industry could bring better foreign exchange and 

improve the balance of payments problems of the country. So the study of strategic KM inputs to 

tourism industry is chosen for research. 

The present study confines to the trend and performance and the verification of the problem 

of tourism development in the TIRUPATHI of Andhra Pradesh state. 

SIGNIFICANCE OF THE STUDY 

The study would contribute significantly in understanding the present level of KM 

practices, the need and awareness level of the importance of the KM at service sector, the 

implementation challenges, the advantages to service sector -in specific to Tourism industry in 

India and could be applied to most service sectors and make our organizations  globally 

competitive. 

This study would try to bring out research findings and suggestions that may help the 

service sector organizations to use KM inputs in their service management to empower them and 

their employees to build brand building and there by earn precious foreign exchange to our 

country. 

OBJECTIVES OF THE STUDY 

To explore the present level of KM practices, the need and awareness level of the importance 

of the KM at service sector, the implementation challenges, and the advantages to Service sector. 

The research is conducted at Tourism based survey organizations. 

1. To understand the requirements of different knowledge management inputs to tourism 

industry 

2. To study employees the level of awareness of KM practices and its advantages 

3. To study the level of knowledge exchange practices among the employees 

4. To study whether the overall organization HR environment is supporting exchange of 

knowledge base among employees to deliver better service 

5. To study the level of satisfaction of customers with service provided 

6. To suggest the suitable measure and suggestions for the improvement of knowledge 

management practices in tourism  industry 
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RESEARCH METHODOLOGY 

The employees are selected on random basis but in each specific stratified category i.e. 

functional departments and also the customers visiting the hotels on random basis to have the 

opinion from the provider as well as the receivers end to examine the knowledge management 

inputs in the Tourism industry in their service delivery. 

PRIMARY DATA 

The survey of employees as well as Tourists will be selected on random basis from 10 hotels, 

but in equal numbers from all the hotels i.e. FIVE employees from each of hotel (Total number 

of 50 Employees) and FIVE tourists from each hotel (Total number of 50 customers).  

The stratification details of 5 employees selected from each Hotel 

1. Food and beverages department—2 Respondents 
2. Room service and Housekeeping—2 Respondents 

3. Manager in charge - 1 Respondent 
 

SECONDARY DATA 

The secondary data will be collected from text books on knowledge management, service 

management and Tourism, famous management journals, management conference proceedings 

and the brochures and annual reports with additional information from web sources and also 

review of recent research papers published addressing the same issue and subject matter of the 

research are investigated and read before the final conclusions will be drawn. 

DATA ANALYSIS 

The primary data so collected will be analyzed using suitable statistical tools and the 

objectives are addressed, hypothesis will be tested through SPSS and the results will be analyzed 

and interpretations will be drawn. 

LIMITATIONS OF RESEARCH 

The research is into the investigations of KM inputs to tourism industry only is the first 

limitation of the research. In tourism industry there are different types of service providers like 

cub service, travel and tours services operators, conducted tour operators and hotels and resorts 

who take care boarding and lodging of the Tourists. But our study has taken only one of these 

service providers‘ i.e. hotels as survey organizations and this act as second limitation of the 

research.  The third limitation is the study area restricted to Tirupathi of Andhra Pradesh only. 

The survey sample of the number of employees and the number of customers (tourists‘ sample) 

also acts as additional constraint of the research and finally time period of research is one of 

limitation of research. Despite these limitations the study would try emerge as benchmark and 

guide lines for empowering service organizations. 

RESULTS 

 There is no equal level of knowledge exchange practices with respect to organizational 

environment among the employees. 
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 There is no equal level of knowledge exchange practices with respect to leadership 

support among the employees. 

 There is no equal level of knowledge exchange practices with respect to team effort 

among the employees. 

 There is no equal level of knowledge exchange practices with respect to top management 

support between the employees. 

 There is no equal level of knowledge exchange practices with respect to trust for sharing 

best practices among the employees 

 There is no equal level of knowledge exchange practices with respect to reward system 

for sharing best practices among the employees. 

 There is no equal level of knowledge exchange practices with respect to monetary system 

for knowledge management and best practices among the employees. 

 There is no equal level of knowledge exchange practices with respect to monetary system 

for knowledge management and best practices among the employees. 

 There is no equal level of knowledge exchange practices with respect to decrease in 

duplication by sharing business practices among the employees. 

 There is no equal supporting exchange of knowledge base between employees to deliver 

better service. 

 There is a significant difference between the levels of satisfaction of customers with 

service provided. 

 The units have not having sufficient hardware and software facilities coupled with 

servers, networks, intranet, internet etc., there is dearth or lack of trained and skilled staff 

to handle the same at knowledge management. 

 The research revealed that the no culture level and leadership styles at the survey units 

are conducive and not sufficient for the development and implementation of KM 

programmes.  

 The survey revealed that there is no sufficient rewarding system. 

CONCLUSIONS 

Any model of knowledge management should correspond with and at the same time 

contribute to achieving the objectives of the enterprise. It requires clear distinction of knowledge 

relevant for promotion of these objectives, how to acquire, formulate, upgrade and handle them. 

Subjects involved in tourism should make clear their approach to knowledge management and 

declare their way of comprehension of the problem, i.e. if knowledge management is integral 

element of strategy of the learning enterprise or if it is the form of experience advancement in the 

field of information management. In case this objective is achieved, the indispensable part of 

knowledge management is definition of risks relating to knowledge management system and 

how to reduce them. Only in this way knowledge can be efficiently applied as the basis of 

competence advantage. 

The research study would contribute significantly in understanding the present level of 

KM practices, the need, satisfaction level of customer and the importance of the KM at tourism 

industry, the implementation challenges, the advantages to service sector-in specific to tourism 

industry in India and could be applied to most service sectors and make our organizations  

globally competitive. This research study would help the service sector organizations to use KM 

inputs in their service management to empower themselves and their employees for brand 
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building and there by earn precious foreign exchange to our country by turning India as one of 

the world best tourism destinations. 
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