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Objective: The present study aims to assess the current state and measure the knowledge
management (KM) maturity level in "Omid Computer Services Company" (OCSC), a key
player in Iran’s banking and financial technology sector.

Method: This applied research employed a quantitative descriptive-survey method. The
Siemens Knowledge Management Maturity Model (KMMM) was utilized. Data were
collected using two tools: (1) a standard KMMM questionnaire distributed among 330
employees, yielding 197 valid responses; and (2) a checklist completed by 11 managers
and subject matter experts based on objective evidence. The Analytic Hierarchy Process
(AHP) was used to assign weights to the two instruments (45% for the questionnaire and
55% for the checklist) to calculate the final maturity score.

Results: The overall mean score of the questionnaire (employee perception) was 3.08 out
of 5, while the overall mean of the checklist (objective reality) was 2.21. The final
weighted KM maturity score for OCSC was 2.60 out of 5, placing the organization
at Level 2 (Repeatable) according to the KMMM. The highest scores were observed in
the dimensions of "Technology, Infrastructure” (3.28) and "Knowledge Structures,
Knowledge Forms" (2.98). Conversely, the lowest scores belonged to "Strategy,
Knowledge Goals" (1.86) and "People, Competencies" (2.48).

Conclusions: OCSC is at the threshold of moving from ad-hoc, project-based KM
activities towards standardized processes. A significant gap exists between employee
perceptions and the objective reality, indicating a lack of documentation and process
transparency. The company’s primary strengths lie in its technological infrastructure,
while critical weaknesses include the absence of a clear KM strategy, a weak sharing
culture, and undefined processes. A two-year roadmap focusing on strategy formulation,
process documentation, and cultural development is essential for progressing to Level 3
(Defined).
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Introduction

Despite considerable investments in information technology and software systems within
Iranian banking support companies, the fundamental challenge lies in the absence of a
systematic approach to identifying the current status and determining strengths and weaknesses
in the domain of knowledge management. Many of these organizations undertake knowledge
management projects without conducting precise assessments of their readiness and maturity,
which often results in the failure or discontinuation of such initiatives. Therefore, it is
imperative to provide a clear and evidence-based depiction of the knowledge management
maturity level in such organizations, thereby establishing the groundwork for identifying the
gap between perceptions and realities, facilitating informed decision-making, and charting a
practical roadmap for the systematic enhancement of knowledge management.

One strategy for preventing this issue is to determine the current status and assess knowledge
management maturity prior to its implementation. The evaluation of the existing situation and
the measurement of knowledge management maturity are conducted with the aim of gaining a
comprehensive understanding of the organization’s status, identifying strengths and
weaknesses, and formulating long-term objectives for the development and improvement of
knowledge processes. An examination of the practices of leading organizations reveals that
assessing the level of knowledge management activities and determining their maturity has
consistently been among the initial steps in knowledge management implementation (Shafiee
et al., 2022). Furthermore, maturity assessment can serve as a continuous tool at specified
intervals for monitoring the knowledge management status within the organization (Sarmadi &
Eftati, 2019).

In this context, the banking industry, as one of the knowledge-intensive and high-technology
sectors, requires knowledge management more than other industries. The globalization of
financial systems, the emergence of the global economy, and the doubling of information
volume every five years due to the information explosion have intensified the necessity for
developing knowledge management systems (Adjei & Dei, 2015). Modern banking, which has
emerged from the expansion of information and communication technologies and the
elimination of time and place constraints in service delivery, has created a competitive and
complex environment (Takhtaei & Firoozi, 2023). In such an environment, customer
expectations in areas such as service delivery speed, responsiveness quality, information
security, and innovation in financial products have continuously increased (Kumar etal., 2017).
These conditions compel banks and their technology support companies to enhance their
capacity to address complex customer needs through the utilization of knowledge management.
Knowledge management in this industry serves not only as a tool for risk management and
reducing uncertainty in decision-making but also finds application in domains such as customer
relationship management, performance evaluation, decision support system development, data
warehousing, and data mining (Sarmadi et al., 2024).

Numerous models have been proposed for the purpose of assessing knowledge management
maturity. A maturity assessment model identifies and presents the strengths and weaknesses of
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an organization by measuring its current status in a specific domain. Similarly, a knowledge
management maturity assessment model, by identifying these strengths and weaknesses,
provides the foundation for delineating a knowledge management roadmap within an
organization (Sarmadi & Eftati, 2019). A knowledge management maturity assessment model
primarily comprises several maturity levels. These levels indicate the organization’s position in
knowledge management. Each of these models encompasses multiple areas (dimensions), and
the assessment of the organization’s overall status in knowledge management is conducted
through the examination of these dimensions and areas. Table 1 presents various prominent
international knowledge management maturity assessment models, along with their respective
levels and dimensions.

In today’s knowledge-based economy, knowledge is recognised as a strategic asset and a
primary source of competitive advantage. The banking industry, being highly knowledge-
intensive and heavily dependent on information technology, requires effective knowledge
management (KM) more than any other sector. Despite substantial investments, many Iranian
organisations, especially technology service providers to banks, lack mature KM frameworks
and often fail to implement KM correctly due to the absence of proper assessment mechanisms.,
This study aims to assess the current state and measure the KM maturity level of Omid
Computer Services Company (OCSC), a major Iranian firm providing IT services to the banking
and financial sector. The primary goal is to identify strengths and weaknesses based on the
Siemens Knowledge Management Maturity Model (KMMM) and to provide a practical,
evidence-based roadmap for improvement. This assessment is crucial as it serves as the first
and most vital step for the long-term development of KM, helping to align KM initiatives with
organisational goals, prevent costly implementation failures, and enhance competitive
performance in the national and international banking arena.

Method

This applied research employs a quantitative descriptive-survey design. The Siemens
KMMM, which is based on CMM principles and comprises five maturity levels (Initial,
Repeatable, Defined, Managed, Optimising) and eight dimensions (Strategy & Goals;
Environment & Partnerships; People & Competencies; Participation & Culture; Leadership &
Support; Knowledge Structures & Forms; Technology & Infrastructure; Processes, Roles &
Organisation), was used as the theoretical framework. The study utilised two distinct data
collection instruments as prescribed by the model. First, a standard KMMM questionnaire with
42 items (five-point Likert scale) was administered to all 330 employees of OCSC using a
census method; after data cleaning, 197 valid questionnaires were analysed (descriptive
statistics: mean, SD; content validity ratio CVR = 0.92, Cronbach’s alpha = 0.945, indicating
excellent internal consistency). Second, a KM maturity checklist with 58 items was
independently completed by 11 managers and subject matter experts (selected through
purposeful/judgmental sampling) based on objective organisational evidence, documents,
procedures, and observable artefacts. Unlike the questionnaire, the checklist does not require
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reliability and validity testing as it relies on objective evidence and documented organisational
practices. A critical methodological step was combining the results from these two instruments.
Since the Siemens model provides no explicit weights, the Analytic Hierarchy Process (AHP)
was employed. A pairwise comparison questionnaire was given to the same 11 experts to
determine the relative importance of the two tools. The analysis, performed in dedicated AHP
software, resulted in a weight of 0.45 for the questionnaire (subjective perception) and 0.55 for
the checklist (objective evidence), reflecting the experts’ consensus that objective verification
is slightly more critical for validity. The final weighted maturity score was calculated using the
formula: (Checklist Mean x 0.55) + (Questionnaire Mean x 0.45).

Results

The demographic analysis showed that the majority of respondents held a bachelor’s degree
(63.5%) followed by a master’s degree (29.4%), and most had 1-5 years of work experience
(47.2%). The overall mean score for the questionnaire (employee perception) was 3.08 (SD =
0.54) on a 5-point scale, indicating a perception of a “moderate to slightly favourable” KM
status. In contrast, the overall mean score for the checklist (objective reality) was 2.21, which
falls into the “unfavourable” category. This significant gap between perception and reality (a
difference of 0.87) suggests that employees overestimate KM capabilities compared to what is
formally documented and practised in the organisation. The detailed per-dimension scores and
the final weighted calculations are presented in Table 1 below.

Table 1. Final Knowledge Management Maturity Scores for OCSC
Questionnaire Final Weighted

Dimensions Checklist Score Maturity Level
Score Score
Strategy, Level 2:
Knowledge Goals 3.43 0.58 1.86 Repeatable
Environment, 3.16 2.17 2.62 Level 3: Defined
Partnerships
People, Level 2:
Competencies 3.02 2.04 2.48 Repeatable
Participation, Level 2:
Culture 2.88 2.21 2.54 Repeatable
Leadership, 3.68 211 282 Level 3: Defined
Support
Knowledge ) ;
Structures, Forms 2.96 3.00 2.98 Level 3: Defined
Technology, 3.5 3.30 3.28 Level 3: Defined
Infrastructure
Processes, Roles, Level 2:
Organisation 2.91 2.1 2.53 Repeatable
Overall KM Level 2:
Maturity 3.08 2.21 2.60 Repeatable

The final weighted overall KM maturity score for OCSC was 2.60 out of 5. According to the
KMMM scale, this places the organisation squarely at Level 2: Repeatable. This indicates that
KM activities are predominantly ad-hoc, project-based, and limited to pilot initiatives; the
organisation has only recently become aware of the importance of knowledge processes; and
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most KM efforts are dependent on specific individuals or teams rather than institutionalised
processes. The highest final score was observed in “Technology, Infrastructure” (3.28, Level
3), confirming that the company’s IT backbone is a genuine strength. Conversely, the lowest
score belonged to “Strategy, Knowledge Goals” (1.86, Level 2), highlighting a critical strategic
weakness: the absence of a formal KM strategy aligned with business objectives.

Discussion and Conclusions

This study concludes that Omid Computer Services Company is currently at the Repeatable
(Level 2) stage of knowledge management maturity. While the company benefits from a strong
and well-developed technological infrastructure, which is its primary strength, it suffers from
several critical weaknesses. The most severe weakness is the complete lack of a formal KM
strategy, goals, and action plan aligned with organisational objectives (score 1.86). Other
significant weaknesses include underdeveloped people competencies (score 2.48), a weak
knowledge-sharing culture (score 2.54), and undefined or undocumented KM processes (score
2.53). A major finding is the substantial gap (0.87 points) between employee perceptions (3.08)
and objective reality (2.21), which indicates a lack of transparency, overestimation of informal
practices, and the absence of formal documentation and standardisation. To progress to
the Defined (Level 3) stage—which, according to the KMMM philosophy, requires balanced
development across all eight dimensions—the company must implement a strategic, two-year
roadmap. This roadmap should prioritise three sequential phases. Phase 1 (months 1-6) should
focus on forming a KM steering committee, drafting a formal KM strategic document,
identifying core knowledge needs, and standardising key KM processes (creation, sharing,
storage, application). Phase 2 (months 7-12) should concentrate on designing and
implementing a formal incentive system (both material and non-material), launching
Communities of Practice in critical areas such as cybersecurity and open banking, and running
organisation-wide cultural awareness campaigns. Phase 3 (months 13—-24) should involve full
deployment of KM processes, integration of KM systems with other enterprise platforms
(CRM, project management), and a re-assessment of maturity using the same dual-instrument,
AHP-weighted methodology. Periodic reassessment every two years is essential, as the banking
industry generates massive daily knowledge flows. This study provides a valid, replicable, and
evidence-based model for other technology service providers in Iran’s banking industry.
Limitations include the cross-sectional design (a single snapshot) and limited generalisability
to non-technology organisations. Future research should conduct longitudinal studies across
multiple banks and qualitative phenomenological investigations to uncover the deep cultural
and behavioural barriers causing the perception-reality gap.
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