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ABSTRACT

Healthcare professionals depend on access to high quality, up-to-date, contextualized 

knowledge to create optimal healthcare outcomes for their patients. They rely on 

information technology to create, capture, and transfer knowledge. Ad hoc or formal 

information systems employing information technology to facilitate knowledge 

management are known as knowledge management systems (KMS). Even though the 

importance of KMS for healthcare organisations is frequently emphasized in the literature, 

there is a dearth of empirical studies of the system and organisational factors contributing 

to the success of KMS in healthcare. Therefore, the purpose of this study is to (a) formulate 

a model explaining the success of KMS in the healthcare context by taking into account 

both system and organisational factors, and to (b) validate the model by testing it against 

empirical data.

A KMS success model for healthcare was formulated by adapting and extending the KMS 

success model of Kulkarni et al. (2007) (based on the DeLone and McLean, 2003, IS 

success model) to accommodate the specifics of the healthcare context. The model 

includes leadership, incentives, culture of sharing, and subjective norm as organisational 

factors; knowledge content quality, system quality, and perceived security as system 

factors relating to specific aspects of the system; and perceived usefulness and user 

satisfaction as system factors relating to user perceptions of the system overall. KMS use 

for sharing and KMS use for retrieval were used as the outcome variables—proxy 

variables for KMS success.

The KMS success model for healthcare was tested using a quantitative, cross-sectional 

survey involving all doctors practicing in two mid-sized cities in New Zealand: 525 

doctors in Hamilton and 639 doctors in Wellington. The survey yielded a 25 percent

response rate. Partial least squares structural equation modelling was used to test the model 

against the data.

The model explained 31 percent of the variance in KMS use for sharing and 58 percent of 

the variance in KMS use for retrieval, suggesting an acceptable model fit. Of the 

organisational factors, leadership had the strongest total effects on both KMS use for 

= 0.169). Incentive, however, affected 
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= 0.145). The rest of the organisational factors had no effects. 

Of the system factors relating to specific aspects of the system, knowledge content quality 

= 0.275 for KMS use for sharing 

= 0.471 for KMS use for retrieval). S =

= 0.175, respectively), and perceived security had no effect. As to the system 

factors relating to user perceptions of the system overall, perceived usefulness strongly 

affected both of the ou = = 0.664), but user satisfaction 

= 0.208).

Thus, the findings of the present study suggest that both system and organisational factors 

affect KMS use in healthcare, with system factors having stronger effects than 

organisational factors. The effects on KMS use for sharing clearly differed from the effects 

on KMS use for retrieval, suggesting that KMS use in KMS success studies should be 

treated as a two-dimensional construct.

The findings of the present study suggest that managers at healthcare organisations should 

visibly and directly support KMS use and should focus on knowledge content quality as 

the most important aspect of KMS.
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