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ABSTRACT

The banking sector plays a vital role in econongeadlopment of a country. Banks depend collectiogyerting,
evaluating and implementing information in ordermeet the customers need. The aim of this paper krmwledge
management applications can helps the successkingaindustries. This study based on secondary. ddtis study also

focuses various knowledge management practiceanksh
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INTRODUCTION

Knowledge management is defined as the processeafing, storing, and transferring, applying orgational
knowledge. In the present context every organiratian create knowledge and use this acquired kulgeleffectively
and efficiently for achieving the competitive adtege. The banking sector changes their activitigs @ the modern
information and technologies and their applicatiBy.adopting the knowledge management practiceksare achieving
their objectives. Banks are always provides beitevices to their customers. In the technologidgleel T and ICT made
the banking business more challenging and prowedeasus advantages to the customer such as e-lggrdatine banking,
ATM, EFI, NEFT, RTGS, EDI. In Indian commercial bandivided into two types namely public sector qrivate
sector. In both the sector knowledge managementbeamsed. The success of every organization dependihe

knowledge centric human resource management.
LITERATURE REVIEW

G. Chandana (2008) in this study entitled “Knowleddanagement in India: A Case Study Of An IndiamiBa
this paper focuses how km work at ICICI (India) ans to identify the critical success factorskof. A small survey was
done by the researcher among the ICICI employedsbarsed on their responses a factor analysis waed@ut. This

resulted in identification of the critical succdastors.

N. Abhishek (2013) in this study entitled “Repont Knowledge Management In Banking Sector” This gtud
focuses knowledge management application in a bamk customer relationship management and perfoenanc
measurement, risk management, marketing managehrergystem in banks better and more efficient tesuol decision

making.

U. Y. Ozlem, K. Duygu (2013) in this study entitléd Comparative Analysis of Knowledge Management in
Banking Sector: An Empirical Research”. The main af this study is to examine the basic componehksn in banking
sector with an empirical analysis and also to daeitee whether there is a difference between theafgiand State Bank in

the context of km practices.
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D. Sudha et. al (2014) in this study “Knowledge Mgement And Decennial Growth Of A Private SectonlBa
A Case Study Of ICICI Bank”. This paper focusesutwerstand the implementation strategy of km itivés and its
impact. The researchers study the performanceeofatiyest private sector bank in India (ICICI) malyzing the growth
and trends of various performance parameters.

M. B. Suvarchala in this study entitled “Knowledg@anagement in Commercial Banks: A Case Study oStk
of India”. This study focuses the role of knowledganagement in banking sector in India. The researocuses the km
practices with special reference of SBI. Both priynand secondary data was collected. Mean, averpgesentages and
chi-square test was conducted.

OBJECTIVES
e To study the trend of knowledge management in mengector in India.
e To study the components of different knowledge ngan@ent process frame works.

» To examine the performance of both public and peivsector in the development of technology in kreage

management.
NEED FOR THE STUDY

The information technology plays a vital role irethanking sector. Now a day’s banking sector eniplias
satisfaction of customers’ needs. Knowledge managens necessary for banking sector for the impmuasmt in the
performance. In India both private and public sedtanks can used the application of knowledge mamagt. The
ultimate objectives of knowledge management in Bafilould increasing the satisfaction of custontexmuigh provide the
quality services.
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A Conceptual Framework of Knowledge Management Progss in Banks
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Figure 1: 5 a Knowledge Management Process Framewor

ACCESS

Accessing of knowledge in the organization depemgsn the awareness, retrieval, right tools to sedne

information and capture information.

APPLY

Applying of knowledge in the organization depeng®mu the organization structure, layout, autononngange

and complexity. Organization always importance o customer satisfaction and how knowledge carulbe dtilized in

the organization.

ACQUIRE, LEARN, SHARE

This step involves the process of acquiring andnieg the knowledge and proper utilization of tkabwledge
so that organization and people involved in theanization adding value. Learning through varioasning program and
implementation them in the organization. Sharing kimowledge, experiences, and skills to the wheadments. To
motivate the employee reward system can be adoptsdning and sharing of knowledge based on theitig, reward

system, co-operation among employees, trusts,teteuand structure supporting knowledge sharing.

ASSESS

This step involves assessing the knowledge fofuhge recruitments.
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ASSIMILATE AND RETAIN
This step involves developing knowledge for usergfnization.
KNOWLEDGE MANAGEMENT IN BANKS

In this study knowledge management uses in botlaf@iand public sector banks. For the private sduioks

researcher takes the examples of ICICI bank anthan&BI.
KNOWLEDGE MANAGEMENT IN ICICI

ICICI bank adopted the knowledge management sy&ate@000. ICICI bank is a leading bank in privagctor
banks in India. Through the knowledge managemenattesfy was implemented in the bank gaining sucdesss
development and growth. Knowledge management veatedt with professional management methodologiée. Gank
linking with the technology through corporate ime# ICICI provides training to the employees fogaainted with the
web based technology. It is also created intemesing the employees they can participate in theseitaes and share the
knowledge among them. In 2002 the ICICI bank hadvarse manager with its parent organization wittCl. Then the
knowledge management team has restructured thegstral he starting points the knowledge managensamh in ICICI
bank were interaction with employees, sharing dérimation, effective communication, addressing theblems of
knowledge ploos, training and skill developmenteofiployees towards the knowledge management itegdaterest
among the employees for acquiring, sharing andediggtion of knowledge. Its create a managemenureuinade the
employees to think positively and professionallywaods meet the challenges of the business. The esmkieveloped the
wise guy in the knowledge management internet pavtach is easily accessible. The portal Wise Gugswstarted
because knowledge sharing was failure. Whenevengioyee moves he cannot leave documented infasmatiout the
job or client that he was associated with. Anotlezrson for introduction the Wise Guy portal coutd as a common
bonding two different cultures enabling a smoo#msition into a universal bank. ICICI bank has margnches spread all
over the country. Employees are interacting ontgulgh the emails and have never seen each othey.ark working in a
virtual team. The Wise Guy portal began with tmbimation which was explicit to only a few persemshe organization

and tactic in general.

Thus the contents of the portal were discussiounstigs, edited contributions, books, training cdéenvendors,
external and internal reports, events, and captafftidie lectures/presentations. With all these \wiezilge management
initiatives the employees are able to create omgdioins intellectual capital. In ICICI bank knowggd management is
adopted not just like a technique or practice ligr arganization development and growth. Every eyg@associated with
the knowledge management in the bank felt thatdin opportunity for them to develop themselvesrtioance their day to
day activity. The bank having well structure knosde management strategy and it reviewed and eeahyatop level

management regularly. Privacy and security can &genfior all sections were protected.

The structural document view for its content. Thajon contribution of knowledge management in ICICI.
It creates a knowledge management store in the. benkreate s a good work culture. It emphasisbislenging among
employees. It's developed the decision making dapamnd improved the employees’ skills. Every enygle comes
forward to deposit the knowledge in the depositoirypank. Every employee feels their workplace nghgsical place.

The satisfaction of knowledge users handling tHek®r such as knowledge sharing, self help, afidioaration.
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Another initiative of knowledge management in thenk is creation of interest towards learning acribes
groups. The employees in the corporate officesrasiéed to bring a presentation on a particularjecbalong with their
lunch to the web conferences and live web casts. ugers of knowledge management can participate oy location
and share their ideas, with these notable indivedu#ihis has encouraged the staff to get self mtitwn towards
knowledge creation and sharing. Another importanitiative of knowledge management introduced in Hank is
corporate learning. In this strategy the abilitytieé employee to learn from teammates across thegpgris encouraged.
This has created a learning environment in the blardugh push mechanism and collaboration. Thiginie is known as
the daily does which present the summary of itethkvare new in the banking business and the partas daily does
includes opinions, feature headlines, poles, custoappreciations, happenings, newsletters and atpdates of the
events. By delivering this information directlyttee mail box the knowledge management team istabdésseminate and
distribute knowledge to the bank employees in tleening itself. This became an important part ofirtleork for all the

employees associated with the ICICI.
KNOWLEDGE MANAGEMENT IN SBI

State Bank of India is the largest commercial bianthe country. Banks provides better service eodhstomers.
By using technology the banking services can edhkimmn the previous system. Customers can easiBsadbe facility
24x7. Banks provide the online banking, ATM, RTG&FT, EFT, EDI and any other more services provifbesthe

customer satisfactions. In todays era SBI manadenbeledge management through the technology.

The SBI with cutting edge technology and innovatiweactices and striving for achieving total custome
experience. The bank is looking to grow nationalhd internationally. The SBI has gone beyond thealudomains of
technology. The Bank is involved not only in thesimess development but also with care for the conityjand supports
a range of socio-economic, educational and healtlatives. Enhance the risk management capalsilitiebanks. The
State Bank of India has adapted Information and i@omcation Technology (ICT) for achieving the grbvaf the banks.
The bank services had become more useful aftesdattion of technology for knowledge managemenbanks. The
most common fields of knowledge management appdicatin banks are risk management, customer reksttip
management, marketing management, performance neeasot etc. Knowledge management helps createjracghare
and utilization of knowledge in banks. Knowledgenagement motivates the employees for more conipibub the

organization. By using the technology not only laeks benefits but also the customers are benefited
FINDINGS

* In the today's era, the most powerful tool of anysiness organization is its knowledge from whick th
organization achieves its competitive advantageowledge management plays a very important role for

achieving the success of many organizations.

» Traditionally banks in India have connected thersgth of their networks based on the number ofdiras. The
technology is somewhat slow in public sector baasks£ompared to private sector banks and foreighshdrhe

ITC developments changed the behavior of consumers.

» As new technologies change the process of bankeugk faced many challenges in the implementatiéi$ o

knowledge management.
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State Bank of India is the largest commercial biartke country, is well positioned to growth in lad dynamic

banking market technology and innovative practemed achieving total customer experience.

KM contributes greatly to meet the competitive attage for SBI. However, a knowledge approach reguiot

only the information technology, but also creategavironment knowledge creation and sharing.
There is a gap between software and hardware ngmablic sector banks at international level.

The bank linking with the technology through coger intranet, ICICI provides training to the emmey for
acquainted with the web based technology. It is ateated interest among the employees they caicipate in

these activities and share the knowledge among.them

The ICICI bank has developed the wise guy in thewkadge management internet portal which is easily

accessible.

Another initiative of knowledge management in tB&Ql bank is creation of interest towards learniwgoss the

groups

SUGGESTIONS

Banks must be able to aware the benefits of redutia costs from technology based services to tusitomers

as the entire institution of banking has been basecustomers trust.

Proper arrangement of IT and banking operationgn® HRM, IT and organization structure is impottean the

benefits of KM implementation in banking.

The successfully implement of KM measures in SBé, knowledge must be recognized by top management b

improving internal process, customer services andycts and by creating a better environment fgoleyees.
KM should be on adopting and understanding the kedge about customers and their needs.

The problems in effective KM process are mosthatesd to human behavior aspects. Hence to activBe K
process bank has to focus knowledge wealth, efleatbmmunication, participative management, innigeat

attitude and professionalism.

Available service to the users on software relgietblems bank may consider establishing many hetypecs for

providing necessary guidance to branches.

The majority of employees that technology and KNpkean increased productivity whereas certain fectike
lack of coordination for work, delays in up-gradatietc. The management may consider these faatdrsnade

appropriate strategies.
Feedback from the customers on regular basis aaugaservices may help bank to make feasible nmzatitin.

Training program can be conducted frequently. ®oetimployees are updated and better services toetds of

the customers.
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CONCLUSIONS

From the above study shows that effective Knowleddganagement implementation depends upon the

organizations ability to design and develop thetesyps and processes and to develop an environmanté#pends on

learning, knowledge creation, knowledge sharing #ra use and re-use of organizational and perskmavledge.

Knowledge management takes vital role in the banlsector. By using the technology banking sectdnaa the

customers more and more. Proper training the erep®myf banks so that the knowledge management eas the

organization to achieve the goals.
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